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Abstract 

The research aimed at investigating the relationship between some of Human Resource 

Management Practices Such as (Training and Development, Recruitment and Selection and 

Employee Career Planning) and Total Quality Management Practices such as (Continuous 

Development, Customer Satisfaction, and Feedback). 

The research targeted banks operating in the Gaza Strip, the first three administrative levels in 

each bank. To collect the needed data a questionnaire was designed for this purpose, distributed 

and analyzed using the software program Statistical Package for Social Sciences, SPSS.   

The research revealed that there is statistically significant relationship between Human Resource 

Management Practices, Training and Development, Recruitment and Selection and Employee 

Career Planning, and Total Quality Management Practices, Continuous Development, Customer 

Satisfaction, and Feedback. In addition, the research indicated that the implementation of 

investigated Human Resource Management Practices has remarkable role on Total Quality 

Management Practices, and the greatest is Training and Development whereas it has the greatest 

statistical impact. On the other hand, there is no differences in the respondents opinions in regard 

to personal characteristics  and the role of  HRM and TQM.       

It is recommended, based on the research findings: banks are supposed to follow scientific and 

objective recruiting and selection  in addition to career planning process for its considerable 

relationship with TQM. Banks are supposed to have the highest considerable effort in improving 

and keeping up Training and Development programs for T&D had the greatest relationship 

among HR Practices. Personal characteristics (academic degree and years of experience) must be 

considered to contribute to better implementation and utilization of TQM.  
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 اسةملخص الدر

كاى الِذف هي ّساء ُزٍ دساست العالقت ب٘ي هواسساث اداسٍ الوْاسد البششٗت )الخذسٗب ّ الخطْٗش, االخخ٘اس 

ّ الخع٘٘ي, حخط٘ظ الوساس الْظ٘فٖ( ّ هواسساث اداسٍ الجْدة الشاهلت )الخطْٗش ّ الخحس٘ي, سضٔ الضبائي, 

 الخغزٗت الشاجعت(. 

طاع غضة فٖ اشخولج علٖ الوسخْٗاث االداسٗت الزالد االّلٔ فٖ كل ّ اسخِذفج الذساست البٌْك العاهلت فٖ ق

فشع هي الفشّع الوسخِذفت. ّ حن اعذاد اسخباًت هصووت خص٘صا لِزا الغشض ح٘ذ حن حْصٗع االسخباًت عل٘ا 

 لخحل٘ل ًخائج الذساست.  SPSSالعٌ٘ت الوسخِذفت ّ حن اسخخذام بشًاهج الخحل٘ل االحصائٖ الـ

ّجذّد عالقت راث داللت احصائ٘ت ب٘ي هواسساث اداسة الوْاسد البششٗت ّ هواسساث  :الّٖ خلصج الذساست 

ج الذساست بأى العول علٖ حطب٘ق هواسساث الوْاسد البششٗت لِا دّس اٗجابٖ الجْدة الشاهلت. كوا اّضح

هواسساث الوْاسد هلحْظ فٖ فعال٘ت حطب٘ق الجْدة الشاهلت. ح٘ذ كاى الخذسٗب ّ الخطْٗش ُْ االعلٔ ارشا ب٘ي 

البششة فٖ دّسٍ فٖ ححس٘ي الجْدة الشاهلت. ّ هي جِت اخشٓ اّضحج ًخائج الذساست إٔ عذم ّجْد عالقت 

 اسحباط٘ت  ب٘ي الخصائص الشخص٘ت هي جِت ّ هواسساث الوْاسد البششٗت ّ الجْدٍ الشاهلت هي جِت اخشٓ.

ي ّ حخط٘ظ الوشاس الْظ٘فٖ  ّ ضشّسة بضشّسة االُخوام بعول٘ت االخخ٘اس ّ الخعّ٘٘ اّصج الذساست 

الخضاهِا بالوْضْع٘ت ّ بٌائِا علٖ اسس صح٘حت ّ هوٌِجَ ّ رلك لحجن الذّس الزٕ حلعبَ فٖ الجْدة 

ح٘ذ  مالشاهلت فٖ قطاع البٌْك. ٗخْجب علٖ قطاع البٌْك اعطاء عول٘ت الخذسٗب  الجاًب االكبش هي االُخوا

ّ هي جِت اخشٕ  حْصٖ الذساست  ششٗت ارشا علٖ الجْدة الشاهلت.كاًج االعلٔ ب٘ي هواسساث الوْاسد الب

بإعطاء الوضٗذ هي االُخوام ّ االخز بع٘ي االعخباس هجوْعت هي الخصائص الشخص٘ت هزل ) عذد سٌْاث 

 هخغ٘شاث الذساست.راث داللت احصائ٘ت ب٘ي  ت حباط٘جت العلو٘ت( ح٘ذ لن حْجذ عالقت اسالخبشة, ّ الذس
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Introduction  

Human Resource Management  (HRM) is one of the most important elements that can contribute 

to organization's success and reaching its goals, side by side with  Total quality management 

(TQM). Specially in service industry as banking sector where quality is greatly fused with,  

employee in charge it leads to a remarkable consideration for Human Resources as a main 

channel for firm meet TQM and gain completive advantage over its competitors. The thing that 

can lead firms to increase profitability. For the previously mentioned reasons applicability of 

TQM cannot be met   without the human resources. Additionally, human resources  must be 

perceived as an important and valuable asset for banks for the considerable efforts and financial 

expenses banks devote to lead it stuff to specific standards.     

The implementation of  total quality management ( TQM) has many advantages such as: 

generating improved quality and efficiency, increasing customer satisfaction. The above 

mentioned advantages of implementing TQM has an important role improving firms‟ 

competitiveness. However, there is a high failure rate in the implementation of TQM. The key 

issue in this regard is that companies have devoted relatively little attention to human resources 

management (HRM). Several academics and practitioners have asserted that synergy and 

congruence among HRM practices are critical to the implementation of TQM. However, there is 

relatively little empirical evidence to support this contention (Yang & Taiwan, 2006) 

Kumar (2012)  asserted that the banking industry is being buffeted by a storm of trends and 

challenges. Customers perceive banking services as commodities; shareholders demand healthy 

growth and fat margins; employee turnover is a persistent problem; and skilled talent is in short 

supply. While these challenges are faced in all corners of the banking industry, they have a 

special impact on HR departments. HR professionals, along with all other banking executives 

and line managers, must adapt to the inexorable globalization of the financial services industry, 

which can make it difficult to manage, evaluate, and deploy employees across business units, 

regions, and continents. 

Similarly,  the author adds the  ongoing consolidation trend means banks must be prepared to 

blend workforces from acquired companies, making sure that valued employees don‟t defect 

during periods of uncertainty. Regulatory pressures are also mounting, placing increased 

emphasis on risk management and driving the need for enhanced visibility, transparency, and 

reporting of HR processes. Underlying this turmoil there are two fundamental challenges that 
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must be addressed by any bank that seeks to survive and prosper in the intensely competitive 

financial services arena:  

- HR-related expenses must be reduced to meet profitability goals. 

- Workforces must be equipped to provide a higher level of productivity.  

Wilkinson (2008), said that the meaning of quality for businesses changed dramatically in the 

late 1970s. Before  then,  quality  was  still  viewed  as  something  that  needed  to  be  inspected  

and corrected. However, in the 1970s and 1980s many U.S. industries lost market share to 

foreign competition for examples in the auto industry, manufacturers such as Toyota, Honda. 

These foreign competitors were producing lower-priced products with considerably higher 

quality. 

Employees in a service organization who have frequent contacts with the customer usually serve 

as representatives of both the organization and their products or services to the customer at 

contact point. Employees who are empowered in an organization can either portray a positive or 

negative picture to the customers. Considering that, a satisfied customer and employee are of 

important value to the organization; it therefore, becomes the duty of the management to put in 

place a system that would ultimately generate either satisfaction, or dissatisfaction from their 

customers and employees. (Jime´nez & Costa 2009) 

Since the employees have a major role to play in determining, whether a customer would enjoy 

the experience or turn to their competitors for better solutions. This forces organizations to 

reevaluate their strategy because as Zeithaml (1985), points out, companies today recognize that 

they can compete more effectively by distinguishing themselves with respect to service quality 

and improved customer satisfaction. 

Problem Statement   

The reason beyond selecting studding the relationship between the two variables is based on the 

researchers' experience and direct observation. During the researcher's experience in banking 

sector it was witnessed that there is a remarkable problem in quality issues in the banking sector 

and an increasing feeling among staff poor functioning and injustice; the thing the was 

negatively reflected in employees' direct contact and poor delivery for the banks' services.     
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Moreover, ineffective training for staff operating in the Gaza Strip and poor human resource 

practicing of the department of human resources; all these factors are compiled together to 

negatively affect the services and products presented to the customer. This thing is causing an 

increased rate of dissatisfaction among customers. The main cause of dissatisfaction among 

customers of  banking sector is the poor treatment, and poor service quality delivered by 

employee.    

The main question is: 

What role has human resource management to play on total quality management in Banks 

operating in the Gaza Strip? 

Hypothesis of the Study   

1. Training and Development, has statistically significant relationship with TQM practices 

(Continuous Development, Customer focus, and Continuous Feedback) in Banks operating 

in the Gaza Strip at a = 0.05. 

2. Employee Career Planning, has statistically significant relationship with TQM practices 

Continuous Development, Customer focus, and Continuous Feedback)  in Banks operating 

in the Gaza Strip at a = 0.05. 

3. Recruiting and Selection, has statistically significant relationship with TQM practices 

(Continuous Development, Customer focus, and Continuous Feedback) in Banks operating 

in the Gaza Strip at a = 0.05. 

4. Implementation of HRM practices has statistically significant relationship with TQM 

practices at a = 0.05.  

5. There are statistically significant relationship between HRM practices and TQM practices 

that can be attributed to (Gender, Age, Title, Year of Experience, Academic Degree, Bank 

Classification) at a = 0.05   

Veriables   

1. Independet Veriable: 

1.1.  Human Resource Management Practices (Training and Development, Employee Career 

Development and Recruiting and Selection) 
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1.2. Dependet Veriables: 

1.2.1. Total Quality Management Practices: (Continuous Development, Customer focus, and 

Continuous Feedback)  

    

 

 

 

 

Source: conceptual model created by researcher 

 

Objectives of the Study   

The aim of this research is to investigate the role of HRM practices (Training and Development, 

Employee Career Planning and Development and Recruiting and Selection) on TQM practices 

(Continuous Development, Customer focus, and Continuous Feedback) in Banks operating in the 

Gaza Strip. 

The specific objectives of the study are to: 

1. Investigate the role of  HRM practices on TQM practices in Banks operating in the Gaza 

Strip. 

2. To understand the current statuses of HRM practices and TQM practices in Banks operating 

in the Gaza Strip.  

3. To provide a scientific based results on HRM and TQM that can be utilized by Banks.    

Scientific Importance   

 The study draws its importance from the subject that deals with, Total Quality Management in 

the banks sector, as banks are playing an important role in Palestinian economy in general and 

daily life for people in the Gaza Strip in specific. 

The researcher studies, detects and analyses the role of Human Resource Management (HRM) 

practices in Total Quality Management (TQM) in banks operating in the Gaza Strip to the 

researcher's knowledge. This study is the first of its kind to be implemented in the banks sector 

in the Gaza Strip that analyses and builds relations between HRM and TQM. 

 

Independet Veriable 
1. Training and Development 

2. Employee Career Development  

3. Recruiting and Selection 

Dependet Veriables 
1. Continuous Development 

2.  Customer focus 

3. Continuous Feedback 
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Practical Importance   

Human Resources are being studied intensively deeply on various levels. Still there is significant 

need to improve and modify the traditional way of treatment to reach a high level of service that 

can provide the competitive advantage. Human Resource practices play an important part in 

building good relations between the working force and the banks. Building this kind of good 

relations is mainly based on the objectivity and just of the HRM practices been run by banks 

operating in the Gaza Strip, the thing that leads to reaching working force objectives  and satisfy 

their needs which is an important factor for individuals to feel loyal for their organization.   

For the researcher this research develops the research's writing and research skills. It also 

provides an increase in the researcher's knowledge and as a requirement to accomplish the 

Master level in business administration.  

Additionally, this research can provide other researchers and academics with needed data and 

information in regard to the subject matter. Besides the research is important for the local 

community as the research deals with the banking sector which is one of the most important 

sectors as it provides one of the most important sources for financing for projects that can 

contribute for the overall development for the surrounding community. 
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Chapter Two: Literature Review  
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Section 1:  Human Resource Management    

Introduction  

It is valid and clear to refer to Human Resource Management as „people management or the 

practice of Managing people. Rowley and Janckson (2011) added that HRM has a long history 

that can be traced back to least the 1st century, with Columella, a Roman farmer and former 

soldier who featured one of the earliest tracts on peoples management. 

According to Invancevich (2007) the history of HRM started in England in the early 1800s 

during the craftsmen and apprenticeship era. After that it developed with the arrival of the 

industrial revolution in the late1800s. In the 19th century, Frederick W. Taylor argued that a 

combination of scientific management and industrial psychology of workers should be 

introduced. As a result it was proposed that workers should be managed not only from the job 

and its efficiencies but the psychology and maximum wellbeing of the workers. 

The author asserts, following this development the dramatic changes in technology, the growth 

of organizations, the rise of unions and government concern, resulted in the development of 

personnel departments in the 1920s. At this point, personnel administrators were called „welfare 

secretaries‟ 

Some scholars suggested that HRM started from the term „Personnel Management‟ (PM) that 

emerged after the World War in 1945. Personnel Management came in an attempt to be 

separated and distinguished from other managerial functions. Functions of PM were claimed to 

„hire and fire‟ personnel in organizations in addition to salary payments and training. But there 

were many criticisms and concerns of ambiguity expressed about the purpose and role of PM as 

Tyson (1985) said. In that management planned HRM activities, and did not just respond 

reactively to different circumstances and situations, but in some cases, to demands of trade 

unions. In part to reflect these, none outline approaches to the management of employees in the 

mid-1980s. However, writers argued that the term HRM has no appreciable difference from PM 

as they are both concerned with the function of obtaining, organizing, and motivating human 

resources required by organizations. At the same time, writers are defining the terms HRM and 

PM in many different ways (Beer and Spector, 1985). The more recent incarnation of the 

management of people as HRM has earlier guises. 

 Before the mid-1960s, DeCenzo etal., (2010) said that personal departments in organizations 

were often view or limited to health and happiness crews. The main function or activity involved 
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planning company picnics, scheduling vacations, enrolling workers for health-care coverage and 

planning retirement parties.  

Additionally, as Thite & Kavanagh (2009) pointed out that historical trace for HR can be traced 

or detected following different viewpoints:  

- The evolution of HRM as a professional and scientific discipline, as an aid to 

management. 

- Political and economic conflict between management and employees. 

- Growing movement of employee involvement influenced by developments in 

industrial/organizational and social psychology. 

They added that this historical analysis demonstrates the growing importance of employees from 

being just one of the means of production in the 20th-century industrial economy to being a key 

source of sustainable competitive advantage in the 21st-century knowledge economy. 

Whereas Secord (2009) conferned  that at this level Human Resource Management is an 

approach in managing people by recognizing  that people are the most valuable asset. People in 

the firm are the only competitive advantage an organization can maintain. 

The author added that HRM emerged in response to novel pressures imposed on organizations in 

recent times and listed the following: 

- Changing consumer tastes and increased demand for customized products and services. 

- Globalization and increased levels of international competition. 

- Rapid technological advances. 

- Changing employee needs and demands. 

- Reduced levels of real economic growth. 

As a result of the previously mentioned factors firms reacted in terms of finding new strategies to 

enhance their competitive advantages including: 

- Become more customer focused, externally and internally. 

- Improving products and services on a continuous basis.  

- Increasing investment in employees as organizational resource.  

- Increased organizational flexibility through the development of a highly committed, 

skilled and adaptable workforce. 

- Increasing levels of job satisfaction among employees through the creation of positive 

employee relations environments  
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- Amending the basic relationship between employees and employers through the 

recognition of a new employment contract. 

The researcher believes that the main factor for firm‟s adaptation and coping with the new 

upcoming factors or changes that pressured firms was the element of human resources or 

employees. It was a crustal factor for a firm to start and operate and then it is still the main block 

for the firm to respond and cope with the newly coming changes.      

Human Resource Management Definitions   

Rowley & Jackson (2011) clamed that the resulting of scholarly activity and connecting between 

research and the evolving complexities of real-life management experience did not reach a stable 

definition of HRM. As a result the precise nature and future of HRM as a concept and as a 

management activity remains uncertain; the definition of HRM remains a work in progress. 

Human resource management is defined as a strategic, cohesive and solid dimension to manage 

the firms‟ most valuable resource, people. Those people who work within the firm, individually 

and collectively contribute to the achievement of its objectives as Armstrong (2006) defined 

HRM. Additionally Armstrong (2006) said that John Storey (1989) defined Human Resource 

Management as: Set of interrelated policies with an ideological and philosophical underpinning.  

The writer  suggested four aspects that provide the meaningful version of HRM: 

- A particular constellation of beliefs and assumptions 

- A strategic thrust informing decisions about people management 

- The central involvement of line managers 

- Reliance upon a set of „levers‟ to shape the employment relationship 

Furthermore Gilley et al. (2006)  referred to human resource management (HRM) as activities 

and tasks that are useful in maximizing employees„ performance in the organization, it is a 

dynamic and evolving practice used by leaders and managers throughout a firm to enhance 

productivity, quality, and effectiveness.  

Moreover they illustrated: organizations lay over three types of resources: physical, financial, 

and human.  

- Physical resources are machines, materials, facilities, equipment, and component parts of 

products, which are often referred to as fixed organization assets.  

- The liquid assets of an organization refer to its financial resources. These include cash, 

stocks, bonds, investments, and operating capital. Similar to physical resources, financial 
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resources are vital to the organization‟s ability to react to opportunities for growth and 

expansion, which reflect its overall financial stability and strength 

- Human resources refer to the workers employed by an organization. Unlike the typical, 

straightforward, standard measures used to value fixed and liquid assets, organizations 

lack acceptable means by which to value the contributions of their employees. For 

example, employees cannot be depreciated like physical resources and, more importantly, 

are seldom reflected in the net worth of an organization. However, employees are a 

greater asset than physical or financial resources, for the talent of employees is what 

determines an organization‟s success 

Another dimension of defining human resource management following the developmental 

approach in parallel with the achieving gusted among workers in the organization. Where HRM 

were referred to as that part of managerial functions that is concerned with humanitarian 

relations in an organization, it is that part of management that is interested with workers and 

relations among them in an attempt to increase workers‟ efficiency and archive guests among 

them (Abushekha, 2010). 

Human Resource Practices   

The results of Abu-Doleh (2012) indicate that the implementation of certain HRM practices such 

as “training and development”, “employee career development”, and “recruiting and selection” 

have significant effects on most TQM practices.  While Yang (2006) finds out that the greatest 

influence on the implementation of TQM was the practice of “training and education”, followed 

by such practices as “incentive compensation”, “employee development”, and “recruiting and 

selection.” 
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Section 2: Training and Development   

Introduction     

Any organization that wants to succeed, and to continue to succeed, has to maintain workforce 

that consist of people who are willing to learn and develop continuously. Training and 

developing human capital is tremendously important in the effective management and 

maintenance of a skilled workforce (Alipour et al, 2009) . Moreover, the activity of training and 

development is an activity that is considered, important, critical and curtail in HRM activities. 

This belief resulted on the so called currently "Training Revolution" leading developed and 

developing countries to spend huge amount of money on training and development. (Durrah & 

Alsabagh, 2008, p. 177). The thing that resulted in a massive diversity in training and 

development approaches, schools and techniques. Others as Noure and Cortel (2011) added that 

all factors and signs lead to a growing interest in training and development as it is closely fused 

and linked with the level of performance. 

Additionally training and development treats and bridges any defect or gap in the employee's 

performance in a frame as Alharere (2011) said in addition not only T&D treats and bridges any 

defect or gap in the employee's performance, but also it has a significant contribution in leveling 

up employee's quality, skills and knowledge.  

According to Vemić (2007) the continuous employee training and development has a significant 

role in the development of individual and organizational performance. The strategic procedure of 

employee training and development needs to encourage creativity, ensure innovativeness and 

shape the entire organizational knowledge that provides any organization with uniqueness and 

differentiates it from other competitor.  

Yawson (2009) stated that the need for training must be identified before initiating for the results 

of training without this stage will be minimal or nil    

The writer  added that training plans should be based upon job skills requirements and strategic 

initiatives of the company and the contents should be customized to the specific needs of the 

company. As some leading companies have formed training departments, whose systems and 

approaches evolved along with their overall quality system the company‟s needs and their 

attempt to reach high levels of delivered quality. 
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Training Vs. Development Definition   

Before defining training and development, the researcher believes that it is worthy to highlight 

the segregation built by some scholars between the concept of training and the concept of 

development.  

Some scholars tend to vary between the concept of training and the concept of development 

whereas training is considers as a process of transforming specific skill or knowledge –usually 

handmade skill- to trainees and orient them towards mastering this skill to upgrade their 

performance. (Dorrah & Al Sabagh, 2008). While development is more general in terms of 

developing general skills of the staff so that employees are more adequate and ready to deal with 

new tasks handled to them. (Dorrah & Al Sabagh, 2008).  The following tables clarify in terms 

of comparison. 

Table (2.1) Variance between Training and Development 

Variance  Training  Development  

Targeted group Untrained staff Trained staff 

Content  Technical and Mechanical  Theoretical concepts and 

framework.   

Objectives Meet work objectives  General Knowledge  

Time  Short Long 

Source: (Durrah & Alsabagh, 2008) Human Resource Manage in the Twenty first Sentry. pp 

302 

The researcher believes that this view point of segregation between the two concepts resulted in 

defect in the two concepts as training is becoming limited to only handmade skills or mechanical 

skills, while training can never be limited to those issues. And development too, can never be 

limited to theoretical concepts or general knowledge. Additionally, this view point is limiting the 

training process that is follow by development, and the development process is limited to be 

preceded by training. In case an organization needs to start up an electronic reporting system for 

fresh staff in the organization. This issue needs both skills, Technical, of using computers and 

knowledge “Theoretical concepts” for the reporting systems and background of the organization. 

Then, what is training and what is development, and who can train are separated from 

development. More over what is proceeding and what is following.   The researcher thinks that 
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such a process, must contain theoretical frame not followed or proceed by practice, but in within 

the process. Otherwise there will a great gap and defect in the process itself.    

McNamara (2008), sugests that training involves an expert working with learners to transfer for 

them certain areas of knowledge or skills for improvement in their current job. Then he added, 

that development is a broad, ongoing multi-faceted set of activities (training activities among 

them) to bring someone or an organization up to another threshold of performance, often to 

perform some job or new role in the future. 

Dorrah & Al Sabagh (2008) attributs the difference in the concept of training and development to 

the historical heritage of training and development, where in 40s and 50s of the previous century 

where researchers started to talk about training and then their perspectives changed trying to 

provide training with a more future view where the concept of training started. 

Dorrah and Al Sabagh (2008) stated that difference between training and development reflects 

the different view point of different scholars. An issue that does not influence the trainee or the 

trainer in the process. Based on that the researcher believes it is more adequate to treat the two 

concepts as one unit. 

Training and Development Definition  

Training is a learning experience that provides relatively lasting or constant positive change in 

employees towards improving their performance ((DeCenzo et al., 2010, p. 522). 

 The above definition employs some elements that are worthy to analyze: DeCenzo et al, (2010)  

treats training as "learning" not "teaching" highlighting and stressing on the important interactive 

role of a trainee. This role can go either way: fist within the training processing by active 

participation and attendance or the second way that comes after the training process by applying, 

testing or experimenting things he learned. Then this definition talks about training as 

"experience" that goes consistent with "lasting or constant" effect of training that can last for a 

long period. Finally this definition statements the purpose of the T&D to learn then experience 

after that lasts or constant for a long period  all those elements are for the purpose of reaching 

positive change or effect on the employee or individual in order to improve employees 

performance.  

In the same contacts of viewing T&D in a perspective  of learning process and developing staff 

performance for the favor of the attended organization.  Training is an essential tool for the 

development of any organization's HR. at the most basic level, training is necessary to ensure 
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that employs have the skills and information to perform their jobs efficiently and effectively. 

Organizations train employees to reach changes in behavior that will lead to a measurable 

improvement in performance. (Secord, 2009, p. 531). Moreover the author here describes T&D 

as a "tool" acting as a mediator for the firm to reach it goals.  

 Training is the use of systematic and planned instruction activities to promote learning. The 

approach can be summarized in the phrase „learner-based training‟. It is the process that involves 

the use of formal processes to transfer knowledge and help people to acquire the skills necessary 

for them to perform their jobs satisfactorily. It is described as one of several responses an 

organization that can be undertaken to promote learning (Armstrong, 2006, p. 577)  

Here Armstrong  includes an additional dimension to T&D as T&D is a "tool" that goes through 

organized and "planed" process and processes referring to it as "systematic". By this approach 

Armstrong (2006)  gives T&D a more organized and oriented view building his theory on the 

assumption that T&D is not an objective on itself "training for the purpose of training" but 

training is a tool that can be followed or used by firms or organizations to reach a specific 

objective; as a result T&D must rely on systematic processes and procedures and must be will 

prepared to enable T&D reach what it was carried out for.       

Furthermore, training is the process whereby people acquire capabilities to perform jobs. 

Training provides employees with specific, identifiable knowledge and skills to use in their 

present jobs.(Mathis & Jackson 2010, p. 250)  

The above definition provided T&D with a limitation that enables trainers and firms operate 

T&D in a more effective and comprehensive manner "specific". Whereas no training can provide 

everything firms, organizations and employees need, however a set or a series of training 

sessions and do so. As a result, each training session must be oriented towards a  specific 

objective or can be oriented toward several objectives in one goal or dimension. 

To conclude the most common elements that definitions relied on are:   

- Learning experience 

- Lasting or constant positive change 

- Improving their performance  

- Tool  

- Changes 

- Improvement in performance 
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- Systematic and planned 

- Specific 

- Knowledge and Skills 

Depending on the above definitions the researcher believes that T&D can be defined as follow: 

It is a tool that follows planed and systematic procedures that enables people to pass the 

experience of acquiring new knowledge and skills or develop current knowledge and skill, to 

reach positive constant and lasting positive change. This change helps people to reach higher 

levels of satisfaction for effective and efficient performance for the favor of reaching the firms 

objectives.     

Training and Development Importance    

Silva (1997) states six levels of T&D importance 

1. Training enables the organization to contribute to the development of a country's human 

capital, through its influence on education policies and systems supply and serve business 

needs. In addition to its influential role on employers regarding  the need of additional 

investment in training and employee development.  

In this regard the researcher thinks that employers should recognize or consider training as a key 

element of firms‟ competitiveness currently and in the future. 

2. Training provides an important service to members, in industrial and services firms, in 

providing skill and knowledge that is characterized by sustainability.  

To this end the researcher delivers that the lasting or long term of completive advantage of the 

firms can be devoted by training that delivers the needed skills and knowledge through 

interactive and participatory approach during and after training.        

3. Training is an important source of income, provided that the organization can deliver 

relevant quality training. 

The source of income can be in two ways: first, by developing the firm‟s staff capacities that can 

contribute to higher levels of customers‟ satisfaction and as a result increase profitability. Or, by 

reducing costs of  losing customers and the addition cost of winning satisfaction and loyalty of 

other customers.   

4. Knowledge required for training increases the quality of services provided by the 

organization, policy lobbying, advisory and representation services. 
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5. It contributes to better human relations at the enterprise level and therefore to better 

enterprise performance, by matching corporate goals and people management policies.  

6. It improves the overall image of the organization and invests it with a degree of 

professionalism, which can lead to increased membership and influence. 

Given  today‟s  business  climate  and  the  exponential  growth  in technology  with its effect on 

the economy and society at large, the need for training is more pronounced than ever. (Ahmed, 

2012, p. 377). Ahmed (2012) states the following highlighting the importance of training: 

- Productivity: Training  helps  in  increasing  the  productivity  of  the  employees  hence  

facilitate  the  organization to achieve its goals. 

- Team  spirit: Training  helps  in  inculcating  the  sense  of  team  work,  team  spirit,  and  

inter-team collaborations. It helps in inculcating the zeal to learn within the organization. 

- Organization  culture: Training  helps  to  develop  and  improve  the  organizational  

health  culture  and  effectiveness.  

- Future manpower needs: Training assist an organization to fulfill its future manpower 

needs. 

- Organization climate: Training helps building the positive perception and feeling about 

the organization. The employees get these feelings from leaders, subordinates, and peers. 

- Better quality of work: Training helps in improving upon the quality of work and work-

life. 

- Cost reduction: Trained employee make more economical use of resources and 

machinery hence reduced cost. 

- Healthy work environment:  Training helps in creating the healthy working environment. 

It helps to build responsible employee, relationship so that individual goals matches with 

organizational goal. 

- Health and safety: Training helps in improving the health and safety of the organization 

thus preventing obsolescence. 

- Motivates employees: Training is instrumental in improving the motivation of the 

employees. 

- Image: Training improves the corporate image of the organization. 

- Profitability  -  Training  leads  to  improved  profitability  and  more  positive  attitudes  

towards  profit orientation. 
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- Reduces attrition rate - Effective training reduces the attrition rate. 

- Reduces accidents and safety violations - Without organized training and guidance, 

especially employees  

- Who work with dangerous facilities, accidents are easily occurred, training can help 

organizations to prevent accidents. 

The researcher believes that with  the  development  of  the  technologies  and  the  whole  

business  environment, employees are requested to be more skilled and qualified, even if you are 

a good employee today,  you could be out of the line some other day if  you do  not keep 

studying.  A  company  needs  organized  staff  training  if  it wants  to  be  competitive among 

others. 

Training Objectives   

Acceding to Al Qaruti (2010) training objectives are the optimum statues of any training, 

whereas those objectives are been designed and settled before initiating any training. 

Additionally Abu Shekha (2000) said that settling those objectives is an important step towards 

using the most useful means and tools to reach those objectives.  

Al Qaruti (2010) and Abu Shekha (2000) agreed on the following as the most important 

objectives for training:  

1. Increase Knowledge: Training must provide trainees with needed Knowledge that can 

directly benefit them in their job. Training in considered ineffective if it provides trainees 

with knowledge that already exists. 

2. Improve Mental and Technical Skills: Whereas training is supposed to provide trainees 

with the needed skill to assist them in improving their performance as, reporting, 

analysis, and design making, planning… etc. 

3. Improve Positive Work Attitudes: through improving team work and defending  

organization's polices and strategies and assist various admin levels in strategies 

formulation. 

4. Improve Performance Levels: As training aims at improving performance levels for 

individuals and teams. Additionally performance standards can formulated to measure 

improvement during the training period         
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Training Components         

Training consists of various components that mutually affect each other according to Sakarnah 

(2009). The author states the following as the main components of training: 

1. Trainee:  trainees must realize their need, otherwise it will result in poor reception for 

training and utilization for training objectives.    

2. Trainer:  is the one in charge in formulating the training material in a way the suits 

trainees and contributes to reaching training objectives.    

3. Training Material: consists of the content that is delivered by the trainer to the trainees .  

4. Training Environment:  is place of training, logistic of training and audio and visual 

tools.      

Methods of Training  

the following are  the most dominant training methods as stated by Armesrtong (2010), Secord 

(2009), Qaruti (2009)and Sakarnah (2009)  

1. Lecturing:  A lecture is a talk with little or no participation except a question-and-answer 

session at the end. It is used to transfer information to an audience with controlled content 

and timing. When the audience is large, there may be no alternative to a straight lecture  

if there is no scope to break it up into discussion groups.  

2. Discussion: The aim of the trainer should be to guide the group‟s thinking. He or she 

may, there-fore, be more concerned with shaping attitudes than imparting new 

knowledge. The trainer has unobtrusively to stimulate people to talk, guide the discussion 

along predetermined lines (there must be a plan and an ultimate objective), and provide 

interim summaries and a final summary. 

3. Case Study: A case study is a history or description of an event or set of circumstances 

that is analyzed by trainees in order to diagnose the causes of a problem and work out 

how to solve it. Case studies are mainly used in courses for managers and team leaders 

because they are based on the belief that managerial competence and understanding can 

best be achieved through the study and discussion of real events. Case studies should aim 

to promote enquiry, the exchange of ideas, and the analysis of experience in order that the 

trainees can discover underlying principles that the case study is designed to illustrate. 

They are not light relief. Nor are they a means of reducing the load on the instructor. 
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Trainers have to work hard to define the learning points that must come out of each case, 

and they must work even harder to ensure that these points do emerge. 

4. Role-playing: In role-playing, the participants act out a situation by assuming the roles of 

the char-acters involved. The situation will be one in which there is interaction between 

two people or within a group. It should be specially prepared with briefs written for each 

participant explaining the situation and, broadly, their role in it. Alternatively, role-

playing could emerge naturally from a case study when the trainees are asked to test their 

solution by playing the parts of those concerned. 

5. Simulation: Simulation is a training technique that combines case studies and role-

playing to obtain the maximum amount of realism in classroom training. The aim is to 

facilitate the transfer of what has been learnt off the job to on-the-job behavior by 

reproducing, in the training room, situations that are as close as possible to real life. 

Trainees are thus given the opportunity to practice behavior in conditions identical to or 

at least very similar to those they will meet when they complete the course. 

6. Group exercises: In a group exercise the trainees examine problems and develop 

solutions to them as a group. The problem may be a case study or it could be one entirely 

unrelated to everyday work. The aims of an exercise of this kind are to give members 

practice in working together and to obtain insight into the way in which groups behave in 

tack-ling problems and arriving at decisions. Group exercises can be used as part of a 

team-building program and to develop interactive skills. They can be combined with 

other techniques such as the discovery method, encouraging participants to find out 

things for themselves and work out the techniques and skills they need to use. 
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Section 3: Employee Career Planning   

Introduction    

Organizations have a significant impact on employees‟ careers through their efforts in the HRM 

process. Some organizations institute relatively formal career development programs, while other 

organizations do relatively little. Traditionally, career development efforts targeted managerial 

personnel to assist them to look beyond their current jobs and to prepare them for a variety of 

future jobs in the organization. (Rowley & Jackson, 2011, p. 10) 

Additionally, the process of developing staff is not only based on getting them or engaging them 

with training programs in order to equip them with new knowledge and experience and develop 

their capabilities, but the process of developing staff exceeds that to reach developing their 

career life so their career life is mapped from the bottom level of the organizational hierarchy to 

the highest level in the hierarchy. (Abd Almahud, 2004) 

The tremendous growth of organizations in recent times due to technological 

improvements and tough competition in global market necessitates the organizations not only to 

select the right type of staffs, but also to retain them in the organizations. The dynamic and 

growth oriented employees should be allowed to grow through career development programs 

because the high turnover of such potential staff leads to great loss in terms of cost, quality and 

productivity (Budhathoki, 2004) 

Employee Career Planning Definition   

In human resource management, career planning aims to identify needs, aspirations and 

opportunities for individuals‟ career and the implementation of developing human resources 

programs to support that career. 

- Career planning is a continuous process of discovery in which an individual slow 

develops his own occupational concept as a result of skills or abilities, needs, motivations 

and aspirations of his own values system (Manolescu 2003, p. 324) 

According to the above definition career planning is seen as a very systematic and 

comprehensive process of targeting career development and implementation of strategies, self-

assessment and analysis of opportunities and evaluates the results. 

- Career Planning is a linkage between individual needs and aspirations with organizational 

needs and opportunities, evaluating, advising and informing its staff on career planning, 

individual development efforts with training and development programs (Popescu 2003)  
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The writer says that usually  this match is not done, the organizations paying a differential 

attention to its employees, planning career of the high performance individuals with greater 

opportunities for promotion and not taking into account the performance potential employees. 

- Career Planning (Zlate, 2004, p. 377) can be defined as all actions of self- assessment, 

exploration of opportunities, establishing goals etc., designed to help the individual to 

make informed choices and changes about career.  

Based on the former definition it is a complex action that requires systematic and careful 

thinking in formulating short and long term objectives. Career planning is based, therefore, on 

the evaluation of individual skills, interests and motivation, on the analysis of organizational 

opportunities, setting goals for their careers and develops a strategy to achieve those goals. 

Approaches to Career Planning    

Manolescu (2003)  highlighted  two approaches to career planning, depending on the emphasis 

and on the needs of the organization or on the individual objectives: 

1. The organization centered planning system which aims: 

1.1. The development of Human Resource needs. 

1.2.  To improve the quality of human resources to increase productivity. 

1.3.  Defining career paths. 

1.4.  Individual potential of job evaluation. 

1.5.  Harmonization of organizational and career needs. 

1.6.  Career counseling of work and life quality. 

1.7.  Audit and control of the planning and career development system. 

2. The person centered planning system which aims: 

2.1. To identify the potential, skills and interests of the individual. 

2.2. To identify the purposes of his life and his career goals. 

2.3. To develop a written plan to achieve individual goals. 

2.4. Researching or seeking and obtaining the best career start. 

2.5. To communicate the career plan directly to individual by his manager. 

2.6. Request career guidance. 

2.7. Internal and external opportunities‟ assessment.  

2.8. Request mentor or sponsor support. 

2.9. Promote their self-image or recognition of their own qualities. 
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Components of career planning system   

As Gradinar & Tripic (2010) said: career planning systems differ in terms of complexity and 

emphasis on certain components. However, all career planning systems include the following 

components: 

1. Self-assessment assists employees in setting goals, values, skills and behavioral trends. 

The Self-assessment helps employees to identify occupational and professional goal in 

addition to self-quest where it identify the employee‟ preferences for different working 

environments - sales, consulting, etc. this stage contributes to identifying the level of 

emphasis on work and leisure.  

2. Reality check: the organization informs employees how it assesses their staff skills and 

knowledge and what place they took on company plans. Usually, this information is 

provided by direct managers in the performance evaluation process. 

3. Setting goals: whereas employees establish their short and long term career objectives 

that are related to concerned professional positions, the necessary level of competence, 

setting steps forward, learning new skills. These objectives are discussed with the 

manager and recorded in the individual development plan. 

4. Planning activities: Employees determine how to achieve short and long term career 

goals. These plans may include attending lectures and seminars, applications to fill 

vacancies within the company or participating in interviews. 

Individual Vs. Organizational Responsibility on Career Planning   

Individual responsibility on career planning   

Career planning is based on evaluating individual‟s skills, interests, motivation, analysis of 

organizational opportunities, setting goals for their careers and development for a strategy to 

achieve those goals. Individual career planning (Zlate, 2004) can browse through five steps: 

1. Self-assessment: is the collection of information about yourself (values, interests, skills), 

continuous assessment and reporting to others.  

2. Exploring opportunities: involves gathering information about existing opportunities 

within but also outside organizations (training and other development methods) 

3. Making decisions and setting goals: on short and long term for training requirements, 

change of job / department etc.  
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4. Planning: consists of determining ways and means of achieving goals, ordering their 

actions to achieve them, considering its consequences, setting deadlines and resource 

requirements. 

5. Pursuit of achievement goals: action by the individual accounts for his successes and 

failures and make decisions to retain or change career course. 

Organizational responsibility on career planning   

To be viable, on short-term, or to maintain competitive advantage, in the long term, 

organizations must match employees with appropriate skills in the right positions. The type and 

skills of the employees are different, depending on the scope of the firm, economic sector, 

specific technology, consumer characteristics, etc. Peculiarities of organization affect the jobs 

structure, the types of recruited employees for each job and the development ways on the job. 

Many employers offer numerous promote opportunities to certain types of positions (especially 

those involving unique skills to give value to the organization) and limited opportunities for 

others. Organizational career planning has a critical role in attracting, developing and 

maintaining the staff. Without organization‟s involvement in establishing, supporting and 

strengthening the careers of its employees it cannot achieve the expected results at both 

organizational and individual level (Zeus & Skiffington, 2008). 
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Section 4: Recruitment and Selection   

Introduction   

Recruitment and selection according to Rees & french (2010) forms a core part of the central 

activities underlying human resource management: namely, the acquisition, development and 

reward of workers. It frequently forms an important part of the work of human resource 

managers or designated specialists within work organizations. However, recruitment and 

selection decisions are often for good reason taken by non-specialists, by the line managers. 

There is, therefore, an important sense in which it is the responsibility of all managers, and 

where human resource departments exist, it may be that HR managers play more of a supporting 

advisory role to those people who will supervise or in other ways work with the new employee. 

The overall aim of the recruitment and selection process should be to obtain at minimum cost the 

number and quality of employees required to satisfy the human resource needs of the company 

(Armstrong, 2006). 

Recruitment and selection are conducted to get the right persons for the right jobs of an 

organization. After the completion of recruitment, selection process starts. The ultimate goals of 

recruitment are to attract and retain the interest of right candidates, and the projection of a 

positive image of the organization to those who come in contact with it (Mir & Absar, 2012). 

The success of recruitment depends upon its ability to create a large pool of competent 

applicants. There are numerous sources of recruitment which may be categorized into two - 

internal and external. The internal sources of recruitment are present employees, employee 

referrals. External sources of recruitment are the professional associations, newspaper 

advertisements, campus recruiting, unsolicited applicants, management consulting firms, and 

internet. (Aswathappa, 2008). 

The number of managerial positions is limited in most organizations, and employers fill those 

limited positions with either internal hires or external recruits.  This external-versus-internal-

hiring decision is important, because managerial capability is a critical determinant of the 

profitability of an organization (DeVaro, 2008). 
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Defining Recruiting and Selection  

Recruitment is the process by which vacancies in an organization are filled. (Secord, 2009, p. 

411).  

Additionally, recruitment is the process of preparing job descriptions and specifications; deciding 

terms and conditions of employment (Armstrong, 2006, p. 397).  Moreover, he adds that 

selection is the process of sifting applications, interviewing, testing, assessing candidates, 

assessment centers, offering employment, obtaining references; preparing contracts of 

employment.  

The term recruitment refers to the first stage in the process of filling of vacancies in an 

organization. (Joshi, 2013, p. 37). 

It  also can be defined as the managerial task that states announcing the job vacancy, urging 

qualified  human resources to apply then choose and select the best to work in the vacancy. 

(Durrah & Alsabagh, 2008) 

Moreover, recruitment is the process of scanning, specifying and attracting candidates that are 

able to hold vacancies. (Noure & Cortel, 2011, p. 51) 

Furthermore, recruitment is the process of generating a pool of capable people to apply for 

employment to an organization. Selection is the process by which  managers and others use 

specific instruments to choose from a pool of applicants a person or persons more likely to 

succeed in the job(s), given management goals and legal requirements. (French & Rumbles, 

2011, p. 197)  

Recruiting and Selection are two separated processes but so close to each. Where recruiting in 

more interested in collecting data about individuals in order to evaluate and take the suitable 

decision. Additionally, Selection is more concerned with finding matching a cohesion between 

the stated announces job specifications and the candidate qualifications. (Noure & Cortel, 2011, 

p. 22) 

Goals of Recruiting and Selecting process   

French & Rumbles (2011)  stated the following as the main goals for Recruiting and Selection:  

- To provide an equal opportunity for potential candidates to apply for vacancies.  

- To attract highly qualified individuals.  
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- To emphasize active recruitment of diverse and talented candidates from traditionally  

underrepresented groups, i.e. individuals with disabilities, minority group members, 

women, and veterans. 

- To engage in hiring activities that will result in eliminating the underutilization of women 

and minorities in particular departments.  

- To systematically collect information about each applicant‟s ability to meet the 

requirements of the advertised position.  

- To select a candidate that will be successful in performing the tasks and meeting the 

responsibilities of the position. 

Importance of Recruiting and Selection  

The importance of this process is derived from two dimensions the first is organizational and the 

Second is individual. 

1. Importance for individual  

a. A just and fair Recruiting and Selection process supplies security and trust for 

individuals within the organization, the thing that can be reflected on increased 

organizational loyalty  

b. Recruiting and Selection process improves and increases individuals performance    

Steps of Recruiting and Selection   

Steps or processors in Recruiting and Selection vary from one organization to another 

organization, mainly, this variety is based on vacancy type, level, size or the organization and 

organization's policy towards human resources. Moreover, this variety is reflecting in the 

scholarly work. The researcher here reflects some examples to different classification. 

Noure and Cortal (2011) stated that Recruiting and Selection process starts  

with :  

1. Initial Filter for Applications: usually  Recruiting and Selection process starts with 

advertising the vacancy. The advertisement can be internal or external or by reaching 

employment agencies. Then all applicants are screened to filter the most suitable people 

that fit into the job. Those who pass this process are asked to fill other forms previously 

prepared by the organization seeking specific information as previous experience.  

2. Recruitment: running exams the demonstrates specific abilities, usually abilities that fit to 

the vacancy. Here exams are the one of the most reliable tools to give indicators for 
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decision makers in order to give indicators on the level candidates are crossing or 

matching with the needed skills and abilities. 

3. Interviews: interviews are mainly based for people who passed the previous levels, where 

candidates are open to a variety questions giving the chance for candidates to 

demonstrated their abilities and also gives the chance for the panel to examine and ensure 

previously stated information. 

4. Insuring: the previously stated information by the candidate are insured or checked by 

contacting the previous firms he worked in, other people that may know him or the 

references he states. 

5. Medical check: candidates must pass medical check to test their medical ability. Usually 

there are minimum medical fitness standards that any one must have.  

6. Making the decision: decision by HR department is made on candidates that pass the 

previous levels based on score  they count in each level. Usually the selected candidate(s) 

pass a one month to nine months trial period. This step reflect the reality that whatever 

accuracy the process has it cannot provide 100% true results. In some cases the selection 

process fails to demonstrated defects or shortage in candidates, so this period can 

demonstrate so.  

Secord (2009) reflects different steps to be followed during the recruitment and selection 

process that are:  

1. Needs Identification: the need to recruit may start by two ways; a vacancy is  due because 

of internal transfer or promotion or by the termination of current employee. However 

there are other ways to fill any gap other than recruitment distributing tasks to other 

employees.  

2. Identification of Key Skills: Here the needed knowledge or desirable attributes to fill a 

job are being identified. Here it is not enough to identify the needed experience the 

person needs, still drawing up the specifications and required aspects in so important to 

actual or professional processing.  

3. Targeted Candidates: this involves a number of means to identify possible candidates 

including the following: 

a. Internal advertising  

b. Succession plans  
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c. External advertising  

d. Targeted search 

e. Employment agencies  

f. Internal posting  

4. Selection: the most suitable candidates are selected by way of a thought-out process 

normally involving short listing interviewing and formal assessment. This process should 

be tied into the key skills, knowledge and attributes identified at the beginning of the 

process.  

5. The hiring decision ensures that the integrity of the process is maintained and the 

professionally obtained data are used to best effect.      

6. Orientation and following up: this involves setting up a means of introducing and 

integrating the individual to their broader work context will help ensure their motivation 

as well as provide information about standard practices and the way things are done.  

 

Recruiting and Selection Sources   

 Internal Sources  

Some organizations tend to develop internal resources for recruiting and selecting candidates to 

fill into a vacancy. This internal approach can act as development or promotion for the biding 

candidates the thing the has many advantages which are (DeCenzo, et al., 2010): 

- It is good public relations 

- It builds morals 

- Encourages good individuals who are ambitious 

- It improves the probability of a good selection because information on the individual's 

performance is readily available. 

- It is less costly  

- Those chosen internally already know the organization 

- When carefully planned promotion form within can also act as attaining device for 

developing middle and top-level managers. 

There can be, however, other disadvantages for internal-based recruiting (DeCenzo, Robbins, & 

Verhust, 2010, p. 150): 
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- They can be dysfunctional if the organization uses less-qualified internal sources at the 

time other excellent candidates are available outside. At this level the recruiter must be 

aware of the brightness of the outside sources, because they do not know the outsiders 

faults.    

- Internal-based sources may result in infighting among the internal firm's candidate 

seeking for promotion the thing that results in decreasing the morals level in the firm. 

- Being the firm so limited to internal recruiting may prevent the firm for may prevent the 

firm form getting the advantages of new blood been puffed in to it. Some new members 

may come with new ideas that can be important to the firm. 

External Sources   

External sources or recruiting is an approach that is more and more gaining satisfaction by firms 

for the privileges and advantages an organization external source can carry with them to the firm 

(Hashem, (199-??), p. 230) 

- Provide the organization with new puff of blood, ideas, culture, and experience that can 

be an advantage for the firm especially when uneven problems face the firm. 

- Provides the organization with good experiences, trained, and skilled staff that can 

decrees the financial burden on training new candidates.  

- Provides the firm more flexibility and decreases financial obligations when the firm is 

tasking a short project or running a seasonal activity, as the firm can provide those 

individuals with permanent or seasonal contracts.  

However, external-based recruiting is not the magical solution for the defect if eternal recruiting 

and the disadvantages the recruiter may face: 

- Decrees morals and spirit of the firm's staff as this process may hinder or stop their 

promotion and scaling up the form's hierarchy. 

- External sources may need longer time in adapting with the current atmosphere of the 

firm. 

- Disadvantages and defects of the external sources may not be so clear for the recruiter 

(DeCenzo, Robbins, & Verhust, 2010, p. 149)   

The researcher believes nether "only" internal recruiting nor "only" external recruiting is the best 

method or way for the firm the follow. Is issue need to be studied and searched more in depth. 

However, it is believed that before the organization or the form tends or decides to follow any of 
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the way there must be prerequisites for this decision. Mainly such prerequisites, according to the 

researcher are, finance, time, availability. 

If the firms tends to follow external-based recruiting then the firm or the organization needs to 

take into consideration factors as money and time, then raising the question of the availability to 

financial resources and the enough time as   external-based recruiting needs more money and 

time.  

Additionally, the organization needs to question the availability of the needed sources inside the 

organization, Does the organization has the needed resources within? And if so why the 

organization does needs to do outside? 

It is believed that a blind is needed between external and internal recruiting so that an 

organization gets the advantages of both of them and avoid the disadvantages of both of them. 

This blind is decided according to the firms' ideology or strategy in addition to the current 

environment surrounding the organization. 

Some local examples of blinding the two approaches are available as in United Nations Relief 

and Work Agency, UNRWA. The UNRWA opens the chance for both external and internal 

sources to apply for the needed vacancy. Here both internal and external candidates apply and 

compete for the vacancy. Still other cases are limited to internal sources only.   

 

Ethics in Recruiting and Selecting Employees  

Parker (2009) Stated the following point to be considered in Recruiting and Selecting process:    

- All applicants for employment should receive equal access to the application process. 

This includes disabled individuals. If the location for applicants to apply for a job is not 

set up to receive disabled applicants, other accommodations must be made which will 

allow disabled applicants equal access. 

- Avoid the practice of recruiting employees from competitors. If you have a compelling 

job opportunity and a fine working environment, job applicants will respond to 

profession-al notices of job openings and respond without the need to “steal” them. If the 

situation arises where a competitor has a concern about employees leaving that company 

for yours, it is wise to address the matter head-on and arrive at a businesslike solution. 
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- Do not exaggerate or fail to fully describe the job. This confuses applicants and leads to 

many problems when hiring employees. It could lead to charges of misrepresenting the 

job. 

- Carefully consider how you will use and communicate the decision to use inside and 

outside applicants. Be sure all applicants understand they must meet the job criteria and 

will have a fair shot at the job. 

- Do not practice “bait and switch” tactics when hiring. To the best of your ability, 

communicate the job and its specifications effectively and accurately. If a change arises, 

consider a new advertisement.  

- Be fair, firm, consistent and professional in your recruiting. 

Recruiting and Selecting as a Joined Responsibility   

According to Dessler (2008) R&S is a responsibility that is fused with HRMs, however it cannot 

be done without the collaboration and assistance of other departments, specially departments 

announcing for the vacancy. Whereas managers from other departments for their curtail role in 

job analysis which is an important base for HRMs in this process. Additionally R&S process can 

not start befor other departmts' need is harresed.       
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Section 5: Total Quality Management  

Total Quality Management Introduction    

The concept of Quality can be traced back to the latten word "Qualitas" that means the nature on 

an object of the nature, strong or accuracy. This concept in ancient time was shadowed over 

manufacturing historical statues, religious objects, castles, palaces and defenses. The concept 

recently developed by the emergence of new events as the industrial revolution, the science of 

management, mass production, huge companies, and alleviation of competition . (Al Darakah & 

Sheble, 2001, p. 17)      

The requirement for Quality Control dates back to the time when human race wanted to replicate 

an object. The desire to control quality is as old as human‟s ability to produce things the 

forerunning attempts to control quality resulted in rather crude replicas of original objects. These 

replicas were produced in a way that could easily be discerned by the necked eye. As time 

passed, human‟s developed the competence to duplicate objects so that they become 

indistinguishable from one another. The drawback for this was that the assembly with any 

alternation or adjustment was not possible.(Naidu et al., 2006, p.26) 

Total Quality Management Definition    

Many scholars tried to provide a definition for TQM, however, some of them said that trying to 

define TQM is like shooting at a moving target. (Boaden, 1997) . Still a variety of definitions of 

TQM have been offered over the years. Reviewing previous contribution a dominant insight 

among experts seems to define TQM as an approach to management characterized by some 

guiding principles or core concepts that embody the way the organization is expected to operate 

which,  when  effectively linked together, will lead to high performance.( (Anvari, et al., 2011) 

- Total Quality Management (TQM) is an enhancement to the traditional way of doing 

business. It is a proven technique to guarantee survival in world-class competition. 

(Naidu, Babu, & Rajender, 2006, p. 27) 

- TQM is an integrated management philosophy and a set of practices that emphasizes, 

among other things, continuous improvement, meeting customers‟ requirements, 

reducing rework, long-range thinking, increased employee involvement and team-work, 

process redesign, competitive benchmarking, team-based problem-solving, constant 

measurement of results, and closer relationships with suppliers (Yang C. C., 2005) 
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- a management system in continuous change, which is constituted of values, 

methodologies and tools, the aim of which is to increase external and internal customer 

satisfaction with a reduced amount of resources (Hansson & Klefsjo, 2003)  

- Total Quality Management is a set of criteria to evaluate the level of cohesion between 

service actual performance and customers' expectations. Or it is the deference between  

customers' expectations on performance and actual performance (Al Haddad, 1999)     

 

Customer Focus    

One of the most important factors of competitive advantage is meeting customers need. Hard 

work in this element results in increasing the market share of a firm. However, gaining this is 

impotent and keeping it is the most important so firm are supposed to work hard to gain 

customers‟ loyalty and keep meeting customers updating needs. ( Evans and Lindsay 2002) 

Concept of total quality management should be detected on all organizations and on various 

levels. Additionally firms and staff must be aware that the goal of any business is making efforts 

to make any necessary improvements happen, in order to provide better goods to the customer. 

Especially current customers are intolerant at all in terms of quality and lousy service due to 

various alternatives for customers in the market and the high competition among firms.  Rising 

towards satisfying customers‟ needs and the high competition between firms is one of the main 

factors that led to the existence of TQM  (Manaseer 1994) 

 Customer Focuses is one of the most important pillars towards effective implementation for total 

quality management. Whereas the term “Customer Focuses (CF)” includes broad and 

comprehensive quality management framework. Additionally CF include both External and 

internal customers. (Manaseer 1994) 

External customer, are customers who consume products or service produced by a firm, where 

firms devote great organized efforts meeting their satisfaction. On the other hand internal 

customers are internal organizational units that are located within an organization, sections or 

department. In another words the term customers are:  investors, employees, stakeholders, 

suppliers, the community and any person who is related to the firm. (Daradkah and Shebli 2002). 
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Meeting satisfaction of customers (external or internal) is one of the most important dimensions 

of TQM implementation. The thing that needs greater orientation for forms to be customer 

oriented in all its admin levels. For firms to be more oriented towards meeting their customers‟ 

needs communication channels are supposed to be open to get customers feedback (Daradkah 

and Shebli 2002). 

The authors listed the following as communication channels between customers and firms:  

1. Comment cards and Formal Surveys 

2. Focus Group 

3. Direct Contact 

4. Field Intelligence 

5. Complaint Analysis 

6. Internet Monitoring   

The process of CF needs great interest in customers to satisfy their needs, the thing that needs 

some important elements in customer care as stated by the authors. 

1. Promptness 

2. Reliability 

3. Accuracy 

4. Courtesy 

5. Tactfulness 

6. Adequate Information 

7. Listening 

8. Listening    
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Continuous Development   

Continuous Development (CD) is an important for firm‟s sustainability. So high management is 

supposed to adopt and implement Continuous Development, by following updates in products 

customers‟ needs, increased participation of customer and various admin levels, increased senses 

of personal responsibility, good relations with suppliers, decrease wasted time. The previously 

mentioned factors and practices leads to real engagement for all individuals in a firm towards 

meeting TQM and CF. (Longenecker, Scazzero 1996). 

Evans and Lindsay, (2002) said that most of TQM pioneers  focused on continuous improvement 

or development, whereas Deming  presented principles of continuous development in the model 

that includes production system. Goran suggested that organizations are supposed to develop  

annual development goals.  

Moreover, the authors added some important dimensions for CD as follow: 

- Support the added value for customers through providing improved and new products or 

services. 

- Decrease defects in the provided products. 

- Improve efficacy in using all available resources. 

- Improves (decrease times)   time response rate.  

Feed Back  

 The feedback system any firm provides is one of the most important factor for firm to compete 

and sustain in the market. Feedback, supplies important information for firms on the applicability 

of their plans. Whereas, any firm has a plan it is so important for them to measure the level of 

applicability, or to compare between what was planned and what is implemented. This stage is so 

important for firms get to know the most impotent lessons learned and add to firm experience 

and future advancement. (Abd AlLateef 2002). 

Zain Al Deen (2006) said that feedback is so curtail for firms because any development, 

customers viewpoint, or defects can be conceded by forms unless they are fuse with and effective 

feedback system that provides needed information for all production levels or admin levels at a 

firm. This data or information is so important to be available on time to allow staff managers and 

customers to take needed action for development and modification  
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Manaseer (1994) stated the following important information for firms conceded through 

feedback systems: 

- Comparing staff performance with organization‟s goals  

- Area of strength that needs to supported  

- Areas of weakness that needs to be treated  

- Needed training for the coming years.  

- Various admin levels opinion on organization‟s performance  

Quality and Profitability  

 Ostrega (2008) and Youde (2000) said that whether a company competes through a strategy of 

cost leadership or product differentiation, quality issues permeate every aspect of operations. A 

company choosing to compete through low prices is not necessarily choosing to produce low-

quality products. Its low-priced pro ducts must still meet customer expectations. Similarly, a 

differentiation strategy will not be as successful, or at least will not be as successful as it could 

be, if the company fails to build quality into its products. Thus, from top management‟s 

perspective, a key question is how best to manage and control total spending on quality-related 

costs. 

The authors added There is evidence that the total cost of quality for an organization can be high; 

for many U.S. firms, total quality costs amount to 20 to 25 percent of sales dollars. One 

consultant estimates that 40 percent of the cost of doing business in the service sector can be 

attributed to poor quality. On the other hand, firms with quality products or services can earn 

high, and sustainable, levels of profitability 

Evans and Lindsay, (2002)  said that the improved quality decreases product returns. Lower 

returns decrease warranty costs and repair expenses. Improved quality lowers inventory levels 

for raw materials, components, and finished products because the firm has more reliable 

manufacturing processes and schedules. Improved product quality also lowers manufacturing 

costs as the firm reduces or eliminates rework and increases productivity. 

Customers are likely to perceive quality products as having higher values, which allows the firm 

to command higher prices and enjoy a larger market share. Higher prices and greater market 

shares increase revenues and profi ts. Improved quality also decreases cycle time. Faster cycle 
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times speed deliveries, and prompt delivery makes happy customers, creates new demand, and 

increases market shares. Higher revenues and lower costs boost net income and increase the 

firms return on investment (ROI). Ostrega (2008) and Youde (2000) 

  

Total Quality Management and Human Resource Management    

Total quality management and human resource management (HRM) have been important themes 

in management and business research for the past few decades, as well as their potential to affect 

a range of organizationally and individually desired outcomes(Boon,et al. 2007)  

From the beginning of  1980s, total quality management started to be a technique that is globally 

implemented (Trappey, 1995) Manufacturing and services firm dedicated considerable attention 

to total Quality management implementation, this remarkable attention is because of  incentives  

that TQM generates  in: 

1. improved quality of products and services 

2.  raises production performance, 

3. reduces costs 

4. improving business competitiveness(Youssef et al., 1996) 

TQM and HRM are in pursuit of the same goal, productivity, profitability, a customer oriented 

company, and a motivated workforce. TQM has become a major movement across all types of 

organizations and has important implications for the effective management of people. So, it 

offers HRM several opportunities to contribute. This could include designing, conducting, and 

evaluating the philosophy behind TQM Most enterprises in manufacturing and services have 

devoted considerable attention to the linkage between HRM practices and TQM practices. In 

doing so, the incentives are that TQM generates improved quality of products and services, raises 

production performance, and reduces cost, thus improving business competitiveness (Yang & 

Taiwan, 2006) 

Practical life shows a high level of failure implementation total quality management (Hubiak & 

O‟Donnell, 1996). Researcher said that the reason of this failure is that companies devote 

relatively little attention to human resource management and considerations of personal relations 

(Palo & Padhi, 2005).  

 Total quality management  is a holistic concept that cannot be taken apart. In addition TQM  

requires the motivation of all members of an organization to seek customer satisfaction.  
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As reflected in several studies such as AbuDulah (2012) and Yong (2006) human resources has 

remarkable positive contribution in effective implementation of total quality management. 

Wilkinson (1992) asserts that TQM has both a “hard” side and a “soft” side, 

and that the “soft” side emphasizes the management of human resources. Evans and Lindsay 

(1996) agree that a total quality system is comprised of two distinct systems: the management 

system and the technical system. The management system is concerned with issues of HRM. 

Gunasekaran (1999) develops a conceptual model for the implementation of TQM. The model 

presents seven major strategies in the successful implementation of TQM. Of these, six are 

related to HRM.  
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Section 6: Banking Sector    

Introduction    

According to Bahloul (2004), banking sector contributes to increasing the effectiveness and 

efficiency of the role of financial intermediation that plays a vital role in developing the local 

economy. The Palestinian Monetary Authority (PMA) was established to implement and regulate 

monetary policies in Palestine, that was established as a result of signing of the Paris Protocol on 

Economic Relations between the PNA and Israel in 1994. The monetary authority was assigned 

to rebuild the Palestinian banking system.  

Palestinian banking sector started to grow at a rapid pace and followed the developments of 

banking management and technology in the surrounding countries, and became efficient and 

highly qualified. The banking sector consists of the Palestinian Monetary Authority, eighteen 

banks offering their services in various Palestinian areas which have reached 175 branches and 

offices at the end of 2010 (appendix c) divided by 143 branches and offices in the governorates 

of the West Bank and 32 branches and offices in the governorates of the Gaza Strip ( PMA, 

2012). 

The Emergence of The Palestinian Banking Sector   

The Palestinian banking sector was highly affected by Israeli occupation policies and practice. 

Since the Israel occupation for Palestinian in 1967 to the advent of Palestinian National 

Authority (PNA) Palestinian banks suffered a lot from the obnoxious practices of the occupation, 

that aimed at withdraw funds of Palestinian depositors and pumped it into the Israeli economy as 

Ashoor (1995) said.  

After the year 1967 Israeli banks monopolized working in Gaza Strip and West Bank, where the 

Israeli military decision No.7 for the year 1967 on 07/06/1967 was made to close all Arab banks 

in Gaza Strip and West Bank, Israeli banks like (Bank Hapoalim and Bank Leumi and Bank 

Mizrahi) and others, started to open branches in the West Bank and Gaza Strip, These banks 

have an occupational role and began to withdraw depositors' money to be invested in Israel, and 

it did not grant Palestinian citizen any facilitations, therefore it lost citizen's trust because they 

felt that it's goal was to enforce the Israeli occupation until the Palestinian bank restated it 

activities in 1981 after they allowed it to function in Gaza Strip, and it has been supervised by 

the Israeli Central Bank, Cairo Amman Bank which is a Jordanian bank also started it's activates 

in 1986 in the West Bank in Nablus, and it has been supervised by the Jordanian and Israeli 
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central banks after so many attempts to open their branches where they failed because of the 

disputes between the management of these banks and the Israeli Central Bank regarding 

supervision issues and monetary reserves. The bottom line is that the regulated Palestinian 

banking system had been absent from the Palestinian scene before 1994 Thus opening the way 

for the presence of unregulated alternative represented in the currency exchange sector Which 

has formed an effective alternative to banks, Where the exchange institutions offer a lot of 

banking services Such as: exchange currency and receiving money orders and cash checking 

(Ashoor, 1995). 

In 1994 after the arrival of the Palestinian National Authority, the Palestinian Monetary 

Authority was created under the presidential decree and to oversee monetary policy within the 

territory of the Palestinian National Authority and supervise the licensing of banks and control. 

The Palestinian Monetary Authority started to build the money and banking system and ensure 

stability and promote economic growth in the Palestinian territories, until the Palestinian banking 

system became one of the of the best systems in the region (PMA, 2011). 

Services provided by banking sector   

1. Opening of current accounts of various types (debtor, creditor) using the three currencies 

traded ( Dinar, Dollar, the shekel, the euro). 

2. Issuing checks using the traded currencies. 

3. Acceptance all kinds of deposits. 

4. Granting credit facilities for traders and others. 

5. Executing Issued transfers and receiving incoming remittances. 

6. Managing and organizing subscription to new local joint stock companies. 

7. Safes rental to customers. 

8. Issuance and sale of traveler's checks. Issuance of letters of guarantee and the issuance of 

guarantees and open letters of credit. 

9. Payment of checks drawn on the bank or collecting checks drawn on other banks for 

customers of the bank. 

10. Buying and selling currencies. 

11. Financing the purchase of cars, furniture and premiums 

( Murabaha and loan). ( Palestine Investment Conference, 2008) 
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Chapter Three: Previous Studies  
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1. Foregone Studies 

1. Fink, L (2014): “The effect of customer focus competence on construction project 

Performance” 

The relationship between customer focus (CF) competence and project performance were 

investigated on the basis of 1206 construction project teams. The hypotheses used were that a 

higher team CF actual assessment as well as a higher average team CF compliance (actual vs. 

desired CF level) increases the likelihood of achieving internal and overall budget goal, quality, 

as well as deadline goal.  

As a result of  simple and multiple regression models the  research found out that  CF is 

generally seen as one of the factors that improves the performance of an organization, individual 

or team.  

Additionally the result showed that management‟s devotion to CF impacts employee attitudes 

and is seen to contribute to higher customer satisfaction and retention.  

 

2. Benavides-Velasco, C. Quintana-García, C. Marchante-Lara M. (2014) Total quality 

management, corporate social responsibility and performance in the hotel industry. 

Total quality management (TQM) and corporate social responsibility (CSR) are relevant 

management philosophies in the hotel industry to be able to generate a sustainable competitive 

advantage.  

This paper examines how the implementation of both TQM and CSR influences the results of 

hotels‟ stakeholders as an antecedent of business performance. An empirical study of a sample of 

141 Spanish hotels from the Andalusia region shows that the adoption of such approaches 

improves the capacity of hotels to create benefits for their stakeholders, and these results have a 

positive effect on hotel performance.  

The study resulted in providing evidence of the complementarity of both management 

philosophies as TQM can enhance the development of CSR. 

3. Chuang, C. Chen, S. and Chuang C. (2013): “Human resource management 

practices and organizational social capital: The role of industrial characteristics” 

This study investigates the relationship between human resource management (HRM) practices 

and organizational social capital (OSC) and the moderating effects of industrial characteristics. 

Based on a sample of 161 firms, the results of this study indicate that HRM practices that focus 
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on facilitating relationships among employees are positively related to OSC, and the relationship 

is stronger for firms operating in less regulated industries. Further, knowledge intensity itself 

shows no moderating effect but appears to join industrial regulation in influencing the link of 

HRM practices and OSC. The findings of a post hoc analysis suggest that HRM practices have a 

positive effect on OSC with high but not with low knowledge intensity in a more regulated 

context. This study presents implications for research and practice along with directions for 

future research. 

4. Brindusoiu, C.  (2013): “Recruitment and Selection in Services Organizations in 

Romania” 

The paper offers a perspective on recruitment and selection processes in Romanian organizations 

by mirroring the answers of employees and employers. The purpose of this study is to reveal the 

most used recruitment methods and the general selection practices, taking special interest in the 

range of usage of realistic job previews and behavior interviews. As the recruitment and 

selection procedures for public organizations are usually standardized, the collectivity is 

represented in this case by employees from the private services sector.  

Both employees and employers answered similar questions with regard to recruitment methods, 

selection steps, use of realistic job previews and behavioral interviews. Based on the answers 

given by employees, it can be stated that most of them were hired as a result of previously 

formulated assessment and a recommendation, and the common instruments used in selection 

were: CVs, tests, interviews (with an HR specialist, the general manager or owner, and/or the 

direct manager) and offer. 

5. Fomunjong, M. (2013): “Recruitment and Selection The Case of National Oil 

Refinery Company-SO.NA.RA (Sarl), Cameroon.” 

This study focuses on the implications of the recruitment policy and the overall business 

strategies of SO.NA.RA-Cameroon. The objective of this Thesis is to study the Recruitment and 

Selection Strategies in SONARA. The study also strives to illuminate Corporate Social 

Responsibility CSR as a strategic ingredient to be integrated in HRM theory and practice by 

companies and to take cognizance of local employment issues.  

The study attempts to unravel questions associated with human resource allocation inefficiencies 

that is perceived to be perpetuated by corruption or discriminatory tendencies by some 
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organizations or companies in Cameroon. The study is an exploratory case study. It was carried 

out with the use of a qualitative approach with in-depth interviews.  

Findings reveal that despite a well-conceived recruitment strategy framework aimed at attracting 

the right people in the right places, discrimination and corruption are major factors that infringed 

on the efficiency and effectively of the recruitment policy in SO.NA.RA. The study also 

identifies CSR as an alternative route to the public delivery of development. Companies should 

not see it only through the lens of the business case. Activities of CSR by companies 

6. Lim, L. and Ling, F. (2012): “Human resource practices of contractors that lead to 

job satisfaction of professional staff” 

The aim of this research is to investigate the effect of contractors‟ human resource (HR) 

practices on job satisfaction of their professional staff. The specific objectives are to: determine 

the effectiveness of contractors‟ HR practices; find out the level of job satisfaction that 

professional staff who work for contractors have; and study the relationship between HR 

practices and job satisfaction. 

 

The research method was based on survey and a structured questionnaire, which was specially 

designed for the study, was the data collection instrument. Data were collected via e-mail 

surveys and face to face interviews. The sampling frame comprised randomly chosen 

professionals who work for building contractors in Singapore. 

Results showed that contractors‟ professionals are significantly satisfied with many of their 

firms‟ HR practices. The study found that these professionals have significant job satisfaction in 

terms of career opportunities, nature of their jobs and overall working environment. The results 

also show that many of the HR practices are significantly correlated with job satisfaction. 

7. Wickramasinghe, V. (2011): “Influence of total quality management on human 

resource management practices An exploratory study” 

The purpose of this paper is to explore changes occurring in the human resource (HR) function 

and human resource management (HRM) practices due to the implementation of total quality 

management (TQM) in Sri Lanka. 

Quality managers and HR managers from 77 export-based firms with ISO 9001 certification that 

have implemented a formal TQM programme, running for at least three years, participated in the 

survey. Factor analysis, correlation and regression were used for the data analysis. 
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It was found that firms introduce process improvement initiatives within the HR department by 

upgrading the role of the HR function, and by redesigning HRM practices of performance 

management, competence development and career planning, rewards and recognition, 

recruitment and selection, HR planning, and satisfaction and well-being to bring those in line 

with TQM requirements. 

8. Aspara, J. (2011): “Documentation and continuous development of processes for 

customer management: implications for profitable growth” 

This article examines how the systematic documentation and continuous development of 

customer management (CM) processes to be utilized by a firm‟s customer-facing personnel, 

contribute to the firm‟s profitable (sales) growth. The examination is based on 

management/organization theory on process management, as applied to CM processes. Testing 

their hypotheses with survey data concerning the customer acquisition and retention processes of 

a set of firms, the authors find that explicit process documentation contributes to profitable 

growth, in as much as it facilitates the daily work of the customer-facing personnel (especially 

sales and marketing people). In contrast, the direct effect of process documentation on profitable 

growth is found to be non-existent – suggesting that if the documented CM processes do not 

truly facilitate the daily work of customer-facing personnel, the process documentation may be 

counterproductive. 

The authors also find that continuous efforts to develop the CM processes have positive 

influence on profitable growth – as does sales personnel‟s and market-analysis personnel‟s 

participation in the process development. In conditions of high turbulence in the market 

environment, the continuous development of CM processes becomes even more important. 

9. Ramsay, D. and Armitage, A. (2010): “Total quality management meets human 

resource management Perceptions of the shift towards high performance working” 

A number of studies and writings have presented ideas about new working practices that might 

be embraced in the twenty-first century. Moreover, that, employers would seek to gain their 

commitment by adopting the high working practices of high performance working (HPW) for 

organizations to become successful through their strategic approach to the human resource (HR). 

It is against Watson‟s model that this paper seeks, in order to gain insights, to explore the 

perceptions of current HR professionals of their organizations post-2000. 



47 
 

A survey design is used for the study to collect data over a four-week period in February 2006 

from 100 HR professionals. Using a seven-point Likert scale questionnaire, adapted from 

Watson‟s model, the study is conducted in two phases. The first initial pilot study that surveys 30 

HR professionals and after modification, this is extended to a further 70 HR professionals as 

Phase 2. The respondents are primarily drawn from organizations in the South East of England 

and they are employed in both public and private sector large organizations and SMEs. 

The findings show that Watson‟s model for HPW was inconsistent with the choices selected by 

the respondents within the survey. Rather than choose descriptors from the model that solely 

reflect traditional (mechanistic) organizations or high performance organizations (organic), 

respondents chose descriptors with many combinations to reflect where they perceive their 

organization‟s practices fell, e.g. organic or rigid/bureaucratic. It finds that HR professionals do 

not perceive their companies as moving towards HPW within the UK. It does suggest that 

traditional practices identified in the quality management by HR professional participants are 

been sacrificed for control and fragmentation. 

10. Ortiz, J. Benito J. and  Galende, J. (2009): “An analysis of the relationship between 

total quality management based human resource management practices and 

innovation” 

This paper studies the relationship between the policies and practices of human resource 

management from the viewpoint of total quality management and performance in innovation. 

To collect information a questionnaire was designed and, after the usual pretests, applied both in 

the academic and business environments, it was sent by regular mail to all the firms identified as 

part of the objective population. 

To validate the working hypotheses, the Spanish medium and large firms of the industrial sectors 

of machinery and measuring, analysis and control instruments (SIC 35 and 38) were taken as the 

objective population, since they are usually inclined to developing innovation processes. To 

define the population, we took the census of the 50,000 largest Spanish firms according to Dun 

& Bradstreet for 2002 and updated for 2004, and from this selected all the firms with 100 or 

more employees from sectors 35 and 38, according to the SIC  

HRM practices was identified which has positive and significant effects on a type of operational 

performance in firms: innovation. Evidence was found that there are HRM practices related to 

innovation  performance that differ from those found as important for another type of operational 
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performance, such as productivity.  A type of external contingent fit mechanism was tested in the 

relationship between HRM and innovation, which led us to discard, at least with our sample size, 

the existence of a moderating effect of the strategic orientation towards innovation. The 

existence of a universal relationship was verified between HRM and innovation, as well as the 

fact that there are important indirect or contingent effects that positively affect the relationship in 

the intensity and form of the explanatory mechanisms. Empirical evidence was found that 

HRMtqm is a type or arrangement of HRM practices equivalent to a high commitment or high-

performance work system, shown to be proactive for innovation performance. HRMtqm suitably 

summarizes the „soft‟ nature of TQM, which in turn has been considered the basis of the 

organizational and innovation learning processes. HRMtqm can be considered as a set of 

management practices that are characteristic of innovative firms. This work supports the idea that 

the practices associated with the teamwork dimension and those related to promoting 

autonomous motivation in persons for the work they carry out are the ones that best fit the 

objective of improving innovation performance. 

11. Ooi, K.  Alain, P. and Chong, Y. (2009): “Developing an integrated model of TQM 

and HRM on KM activities”  

The purpose of this paper is to develop an integrated model of total quality management (TQM) 

and human resource management (HRM) to elucidate the influence of TQM and HRM practices 

on knowledge management (KM) activities.  

The theory of KM serves as a starting-point to develop the integrated conceptual model linking 

TQM and HRM aspects. Based on an extensive review of the current literature, three practices of 

TQM and three practices of HRM are integrated in an organized manner to examine the 

influence of TQM and HRM practices on KM activities. 

To foster HRM and TQM practices that are positive towards KM activities, organizations should:   

o Design a performance appraisal system to encourage KM behaviors. 

o Implement selective hiring process that emphasize „„fit‟‟ between the employees 

and the organization. 

o Design reward systems that rewards sharing of knowledge flow. 

o Provide extensive training and development to their employees. 

o Develop transformational and charismatic leadership theory in order to provide a 

foundation for facilitating the KM process. 
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o  Design a good customer complaints system towards fulfilling customer needs and 

enhance customer satisfaction. 

12. Jime´nez, D. and Costa, M. (2009): “The performance effect of HRM and TQM: a 

study in Spanish organizations” 

 The purpose of this paper is to look at human resource management (HRM) as a key element in 

the implementation of total quality management (TQM). This paper empirically tests the HRM 

practices that best fit this philosophy 

The results of an empirical study of 706 companies are analyzed using structural equation 

methodology. The practices that are used to construct the framework for analyzing approaches to 

HRM are based on a literature review. 

The results show that the alignment of the orientation towards quality and the approach to HRM 

is statistically significant for the utilization of the HRM system. The results also support the 

hypothesis that both TQM and HRM practices have a positive effect on performance.  From this 

empirical study, first, it can be concluded that the choice of a TQM programme should be 

accompanied by the use of a set of HRM practices that favors employee empowerment, 

teamwork, training and development and hiring, appraisal and compensation practices that link 

employees with the quality management system. Moreover, TQM improvement efforts can bring 

change in corporate culture, resulting in the establishment of a work climate that contributes to 

holding responsibility for goal achievement and employee involvement. This research confirms 

that TQM cannot be applied in isolation. So, TQM is a total philosophy involving all 

organizational members and has a high personnel content. The strategic perspective on HRM 

supports these results. In particular, HRM should establish action plans to support company 

business strategies Personnel practices may be designed to promote a culture that sustains TQM. 

The empirical results also confirm previous authors‟ findings regarding TQM as an effective 

mean by which enterprises can increase competitiveness 

13. Chen, C. & Huang, J. (2007): “Strategic human resource practices and innovation 

performance The mediating role of knowledge management capacity” 

This study examines the role of knowledge management capacity in the relationship between 

strategic human resource practices and innovation performance from the knowledge-based view. 
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The present study employs a questionnaire survey approach to collect data for testing the validity 

of the model and research hypotheses. This study uses regression analysis to test the hypotheses 

in a sample of 146 firms. 

The results indicate that strategic human resource practices are positively related to knowledge 

management capacity which, in turn, has a positive effect on innovation performance. The 

findings provide evidence that knowledge management capacity plays a mediating role between 

strategic human resource practices and innovation performance. These findings highlight the 

critical roles of human resource management and knowledge management in the process of 

innovation The practical implication of the results is that managers need to actively manage their 

firm's human capital through variety of strategic HR practices to stimulate its capability in 

managing knowledge acquisition, sharing, and application. 

14. Yang, C. & Taiwan, C. (2006) : “The impact of human resource management 

practices on the implementation of total quality management An empirical study on 

high-tech firms” 

The perceived advantages of the implementation of TQM are generating improved quality and 

efficiency, increasing customer satisfaction, thus improving competitiveness. However, there is a 

high failure rate in the implementation of TQM. The key issue in this regard is that companies 

have devoted relatively little attention to human resources management (HRM). Several 

academics and practitioners have asserted that synergy and congruence among HRM practices 

are critical to the implementation of TQM. However, there is relatively little empirical evidence 

to support this contention. The purpose of this research is to conduct an empirical study on high-

tech firms, in order to analyses the impacts of HRM practices on the implementation of TQM. 

In this study, a research framework related to HRM practices, TQM practices, and quality 

performances was developed. Based on the framework, a questionnaire was designed and sent to 

the HR managers or chief executive officers (CEOs) of high-tech companies in Taiwan to 

investigate the effect of HRM practices on the implementation and practice of TQM.   

The study confirms that HRM significantly affects TQM practices. The study concluded that 

HRM practices have a significantly positive effect on the implementation of TQM. 

Implementing HRM practices can also have a significant effect on employee and customer 

satisfaction. Implementing HRM practices also positively affected “employees‟ quality 
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awareness” and “corporate image”. The quality performances were also significantly affected by 

the implementation of  TQM.   

15. Huang, H,  Shyur, L. (2005): “Recruitment and Selection Processes Through an 

Effective Group Decision Support System” 

This study proposes a group decision support system (GDSS), with multiple criteria to assist in 

recruitment and selection (R&S) processes of human resources. A two-phase decision-making 

procedure is first suggested; various techniques involving multiple criteria and group 

participation are then defined corresponding to each step in the procedure. A wide scope of 

personnel characteristics is evaluated, and tile concept of consensus is enhanced. The procedure 

recommended herein is expected to be more effective than traditional approaches. In addition, 

the procedure is implemented on a network-based PC system with web interfaces to support the 

R&S activities. In the final stage, key personnel at a human resources department of a chemical 

company in southern Taiwan authenticated the feasibility of the illustrated example.  

2. Arabic Studies  

1. Assaf, A.  Sawalhah, A. and Al-Tarawneh, H. (2013): “The Process of Continuous 

Development (Improvement) and its Effects on Organizational Performance in the 

Department of Lands and Survey.” 

 The research paper aims to build a comprehensive model of the organization and to the 

continuous development and improvement process, so as to be a methodological basis the helps 

researchers in possessing a comprehensive that will enable them to conduct the researches in the 

field of continuous development. It also aims to measure the effect of continuous development 

processes on the organizational performance in department of lands and survey and measuring 

the levels of continuous development in the department. 

 The results firmly showed the public weakness in all constituents of the continuous development 

process , and that the effect of the continuous development process on the organizational 

performance which is represented in five total circles : the organization philosophy , its general 

system , its administrational processes , its operational processes , and processes organization 

maintenance itself was more weak , and that even the effect in the whole development process 

itself was also weak . 
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2. Ali, Mohammed. (2013): The Principles of Total Quality Management System in 

World Islamic Call Society 

The Total Quality Management represents a modern management philosophy, established due to 

the development in all aspects of life in today's world. The organization of ISO has identified the 

international quality standards and principles for Total Quality in service and productivity for 

organizations and institutions.  

The study aims to analyze these principles and the implementation of these principles in World 

Islamic Call Society to improve the performance of the Society, and for that the study analyzed 

the results to determine the level of applying Total Quality Management inside the society and 

the level of awareness of personnel in the society about the concept of quality and its importance 

in improving the Society performance in general.  

This is the first search, which conduct a study on the concept of Total Quality Management in 

the World Islamic Call Society. The main contribution of this study will be through the 

development of administrative departments in the Society according to the concept and 

principles of Total Quality Management TQM. 

3. Abu-Doleh, J. (2012): “Human resource management and total quality management 

linkage – rhetoric and reality Evidence from an empirical study” 

The purpose of this paper is to investigate the impact of human resource management (HRM) 

practices on the implementation of total quality management (TQM) practices, on the one hand, 

and to investigate the impacts of HRM and TQM practices on the organizational quality 

performance, on the other. 

Data were collected through a survey designed to be answered by human resource managers and 

quality managers. Data were analyzed by means of descriptive statistics and correlation analysis. 

HRM practices such as training and development, employee career planning, and recruiting and 

selection had the greatest significant influences on the implementation of TQM. The results of 

the study also reveal that HRM practices and TQM practices have a significant effect on 

organizational quality performance, especially employee quality awareness, customer 

satisfaction, and company image. 
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4. Al Feturi N. (2008): “Impact of using Total Quality Management on Human 

Resources Management Policies and Practices an Empirical Study on the 

Commercial Banks in Libya”   Halwan university  

The study aimed at studding the current statues of HRM policies and practices at the targeted 

banking sector in order to   visualize the applicability of TQM through HRM policies and 

practices. Then the attempted at studding using TQM as an approach to improve HRM policies 

and practices. 

The followed HRM policies and practices are not consistent with needed criteria for TQM for. 

There is statistically significant relationship between commercial banks concerning some HRM 

policies and practices according to the researched sample‟s attitudes.  

 

3. Local Studies  

1. Saleh, R. (2012): “The Role of HRM Practices in Improving Career Development 

Opportunities of the NGO Staff in Gaza Strip” 

The research aimed at exploring the organization‟s and employees' role in enhancing career 

development opportunities and identifying the prevailing career planning and development 

approaches within local and international NGOs and amongst employees. 

The data collection was achieved through a survey distributed to 100 local and international 

NGOs who met the required criteria. A total sample of 887 employees were surveyed. These 

employees had at least five years of work experience and worked for the same organization for at 

least two years, occupying different management and technical levels. A total of 529 completed 

surveys were analyzed. 

The research emphasizes the important roles of organizations and individuals in managing and 

developing careers and reflects the mutual and balanced relation between both. The boundary 

less approach is the first followed approach in career development among NGO employees. The 

employees have a boundary less mindset which is followed more than the physical mobility 

preference. The mobility preference is adapted by more local NGOs employees, while the 

boundary less mindset is prevalent for the INGO employees. The employees have self-directed 

protean career but they are normally not using their own values to guide their career. Still some 

of the organizations and the individuals are following the traditional approach in managing 

careers but in a weak manner; it is followed in the local NGO more than in the international 
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NGO. The performance appraisal for employees is a prevalent HRM practice in the NGOs but its 

outputs are not used effectively to enhance employees' career development. Training and 

development practices in NGOs have impacted career development for employees but with 

moderate effect, as they are not well aligned to support career development initiatives for 

individual employees. Employees have high self-efficacy, which stresses that the individuals can 

contribute to the success of their career development by their increased ability in acquiring new 

skills and achieving higher personal goals if they would have the organizational platform and 

support in enhancing their career development. The NGO‟s employees have accumulated a high 

degree of career competencies; they can exploit them in enhancing their career opportunities in 

the labor market in general and their current organization in particular. 

2. Adwan, M. (2011): “Recruitment and Selection process and its impact on Career path in 

Banks’ staff operating in the Gaza Strip.” 

This study aimed to identify the reality of selection and recruitment policy and its impact on the 

career path of banks employees in the Gaza Strip. This is done through identifying the job 

analysis process used in the banks, and the availability of a clear strategy for human resources 

planning, in addition to identifying the professionalism of measures taken by the banks in the 

process of selection and recruitment, and the efficiency of individuals who are in charge of this 

process. Also, aiming at finding out significant differences between the responses of the subjects 

regarding selection policy and the appointment and its impact on the career path because of 

variables such (sex, age, job title, qualification, years of experience). 

The researcher used the descriptive analytical approach, as applied to this study on a random 

sample of the study population (900) employees, and total sample size (187) employees; the 

researcher used a questionnaire to measure the variables of the study, also he used the SPSS 

program for statistical analysis. 

The research found out that, the process of job analysis used in the bank is performed in a good 

manner. The planning of the workforce for determining the future needs of the workforce is 

performed in a good manner. The professionalism of recruitment and selection procedures is 

considered acceptable. The study showed that the people in charge of recruitment and selection 

process are efficient. There is a clear concept of the process of career planning 
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3. Eleyan, A. (2010): “The Strategic Impact of Human Resource Management 

Practices on Business Performance of Manufacturing Firms in Gaza Strip” 

This research aims to assess the impact of certain human resource management practices on the 

operational, non-financial, and financial performance of manufacturing firms in Gaza Strip. This 

research considers the linkage between business performance and the following human resource 

management practices: (1) Human resource planning (2) performance appraisal, (3) training and 

development (4) compensation policies. 

This research surveyed top and middle management of a simple random sample of Palestinian 

manufacturing firms and captured their perceptions about the linkage between the above human 

resource management practices and business performance. 305 questionnaires were distributed 

within 80 manufacturing firms in Gaza Strip to collect the primary data. 242 valid responses 

were received and were analyzed using quantitative and qualitative statistical methods. The 

response rate is 79.35%. 

The results show that human resource planning; compensation policies, performance appraisal, 

and training and development have a positive correlation with business performance. Multiple 

regression analysis indicated that compensation policies, performance appraisal and training and 

development have a significant effect on operational performance. The model of the regression 

explained 44.5% of the variance in operational performance. Multiple regression analysis 

indicated that compensation policies and performance appraisal have a significant effect on non-

financial performance. The model explained 39.2% of the variance in non-financial performance. 

Multiple regression analysis indicated that compensation policies and training and development 

have a significant effect on the financial performance. The model explained 33.7% of the 

variance in financial performance. The results demonstrate that compensation policies are the 

strongest predictor for the business performance. 

4. Al Mosaddar, A. (2010): “The Process of Evaluating Training Programs in The 

Local Authorities in The Southern governorates” 

The aim of this study is to explore the process of evaluating the training programs in the major 

municipalities in the southern governorates using a descriptive analytical method.  

The study revealed that the training programs are evaluated at the level of "reaction" and 

"learning" at a moderate level and the "behavior" and "results" levels are not evaluated. It was 

found that there is a statistical difference in the answers of the respondents for the "reaction" 
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level due to (1) the years of experience in favor of those with less than five years of experience 

(2) the job of the respondents in favor of the head of division and department and (3) the local 

municipality in favor of Jabalia 

The study concluded that evaluating training reached the level of acceptance still it should be 

enforced at the "reaction" and "learning" levels and initiated at the levels of "behavior" 

and "results". 

5. Musa, O. (2007): Trainees Perspective of the Training process: a Case Study on 

Bank of Palestine BoP in the Gaza Strip. 

This study aims at recognizing the reality of training process in the Bank of Palestine(PLC) from 

the trainees points of view. In addition, it aims at identifying the differences according to the 

variances of (sex, post title, qualification, experience years and number of training courses inside 

and outside Palestine). The sample of the study contains all the employees in the Bank of 

Palestine in the Gaza Strip which is (352) male and female employees. 

The researcher uses the descriptive approach to reach the study findings. The study tool is a 

questionnaire applied on a random sample that consists of (176) employees that represents (50%) 

from the study population SPSS statistical program was used to analyze and interpret the data. 

The results showed that planning for the training process is ineffective. Neglecting employees in 

identifying training needs. Training tools are good and suit the nature of training needs. There 

are weaknesses in assessing the training programs. There is a great care from the administration 

of the bank in the training process. 

6. Barakat M. (2007): “Applicability of Total Quality Management in regard with 

Organizational Culture in Banks Operating in the Gaza Strip”  

This study aims to recognize whether the banks in Gaza strip adopt Total Quality Management 

(TQM) dimensions or not under the existed organizational culture , these dimensions include the 

concentration on clients , concentration on employee‟s needs , concentration on operation 

improvements and finally concentration on managerial needs for competition .and the study also 

aims to clarify the effect of organizational culture on applying TQM dimensions. 

 The researcher used the descriptive method and used the comprehensive survey to collect data to 

meet the research objectives. The study includes the top level of management in the different 

main offices and branches of banks working in the Gaza strip represented by The general 

directors, directors, deputy or assistant of the director, head of the branch or the auditor, head of 
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department and department in charge. The researcher used the questionnaire to collect data from 

the origin recourses, distributed 166 questionnaires and received 138 about 83%. 

The study concluded that the banks in Gaza Strip adopts the TQM dimensions under the existed 

organizational culture, TQM dimensions are being applied in different positive levels were the 

highest level was concentrate on the managerial needs for competition through the strategic 

planning & continually improvements, the effective communication ability, the ability to 

measure the quality of performance. The continues operation improvement and the concentration 

on worker needs through participation , training , and motivation this dimension consider as the 

least one among the dimensions which the banks applied. The study also concluded that there are 

no significant differences among respondents about the actual of TQM applications under the 

existed organizational culture in the Gaza banks attributed to the job position, the age, the 

specialization, the experience by years, and gender. 

7. Abu Selmia, B. (2007) Effectiveness of Training in Developing Human Resources in 

UNRWA Gaza Field Office  

This study aimed to explore the training effect on the Development of Human Resources at 

UNRWA Field Office - Gaza. This was conducted through training needs assessment, training 

planning, implementing training and evaluation of training. 

The study found that: The process of training needs assessment is done based on human 

resources principles, but not entirely. Training in UNRWA/Field Office is well planned. The 

study proved that implementation of training process is effective. The results show that training 

evaluation is carried out professionally, and in the light of specific standards.  No specific 

opinion regarding the process of follow up training impacts. The results show that training is 

well supported by the top level administration of UNRWA. Also training at UNRWA Field 

Office is very effective, contributes to maximizing the productivity of UNRWA, both quality and 

Quantity 

8. Al Duki, A. (2006) The reality of total quality management in the ministries of the 

Palestinian National Authority in the Gaza Strip 

This study aims to examine the reality of applying the standards and factors of Total Quality 

Management (TQM), at the Palestinian National Authority (PNA) Ministries in Gaza Strip, and 

to have knowledge of the awareness level of the concept of TQM among the employees in the 

(PNA) ministries. In addition, the study examines the extent of the implementation and 
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practicing level of the concept factors, It also highlights the causes, that preclude the 

implementation of the concept, trying to clarify the employees attitude towards the TQM, and 

whether there are statistical differences as a result of the employees personal variables of, 

gender, qualifications, job title, age and experience. 

 

In order to achieve the study objectives, a questionnaire was designed to collect data from a 

stratified random sample composed of (3,363) employees, representing the research community, 

which composed of all the employees of ministries in Gaza Strip. The sample which represents 

about (14%) of the PNA employees in the ministries; (430) questionnaires were submitted to the 

selected employees, there were (275) accepted and returned questionnaires, which make (% 

63.96 ) of the total questionnaires. Appropriate statistical techniques were used to analyze the 

data using: Frequencies, Standard Deviation, Means, Sample T-Test. 

 

Discussion    

On the light of the previous studies the following points are raised: 

- It is agreed that effective or successful implementation of HRM practices lead to more 

effectiveness and efficiency in TQM. 

- There are not enough studies that study the relationship between the two variables in 

terms of practices in the local or regional context; in addition, most of the studies were 

oriented to study on improving HEM policies and practices by following TQM models. 

Thus the current study is following HRM in an attempt to improve TQM in the banking 

sector.  

- However both of the variables are studies separately, but according to the researcher‟s 

knowledge there are no studies that studied the relationship between those two variables 

in the local context and the targeted sample.  

- Some studies measured the correlations between some practices of TQM and HRM and 

resulted on some findings of the most influential practices in different contexts. This 

study   adapts a model in an attempt to validate this model to be followed in the local 

context and to study the most influential practices on both TQM and HRM. 

- The current study tests the relation between the two variables in one of the most 

important sector, banking sector. The banking sector is considered one of the most 
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important economic sectors in Gaza as it is the main financing tool for various sectors: 

public, private, social and personal.  

- The listed previous studies contributed great deal for the researcher on various levels, 

whereas those previous studies helped the researcher to identify the limitations of the 

study identify and understand the most important terminology and context of the study.  

- Additionally, they were so helpful during the construction of the theoretical framework 

and identified for the researcher the gaps needs to be field. Moreover, the results provided 

great input in formulating the questionnaire and comparing the current results with the 

result of others.  
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Chapter Four:  Methodology    
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Section 1: Research Methodology and Pressures Introduction   

Introduction    

This section describes the methodology that was used in this research study to achieve the 

research objectives, including the adopted methodology, the research design and procedure, the 

characteristics of the research population, with the selection criteria, sources of data, 

questionnaire design, and the statistical analysis tool for the questionnaire.  

Research Methodology    

The study follows the descriptive analytical approach through which the hypotheses are 

developed and then tested through the research process. Research methodology depends on the 

analysis of data on the use of descriptive analysis, which depends on the Statistical Package for 

Social Sciences (SPSS). 

Research Design and Procedure    

The followings are the steps the researcher followed in the research design and implementation:  

1. The research dissertation started by preparing a proposal that included identifying and 

defining the problems and establishing objectives of the study and developing the research 

plan.  

2. After receiving approval on the proposal, the researcher began to review the literature on 

Human Resource Management Practices‟ and Total Quality Management Practices in 

addition to reviewing other literature that traced the two topics connectively.  

3. The researcher prepared the questionnaire on the including the selected practices of HRM 

and TQM. The data collection tool was structured in English and to overcome language 

difficulties for the targeted population the researched translated the questionnaire in to 

Arabic. The questionnaire has been developed based on research objectives, questions and 

veribles.   

4. Then the survey was reviewed and evaluated by number of University teachers in the field of 

HRM and TQM, statistics professors, and HRM managers at local banks in the Gaza Strip. 

5. Modifications proposed by the former were accepted, and then the researcher modified the 

tool on the light of the proposed modification.  
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6. After that; testing the questionnaire design was done by distributing the questionnaire in a 

pilot study, whereas (41) questionnaire was distributed and received (32) questionnaire. The 

purpose of the pilot study was to test and prove that the questionnaire questions are clear and 

answered in a way that helped to achieve the target of the study. No modifications has been 

done and the 32has been added 

7. The data collection for the research focused on distributing questionnaire. This questionnaire 

was used to collect the required data in order to achieve the research objective. Total of (137) 

questionnaires were distributed to the research population and (107) questionnaires are 

received.  

8. Most of the targeted banks in the Gaza Strip participated in the study. Most of the 

questionnaires were hard-copy distributed and some of them were distributed on line by 

emails. Each received survey was examined carefully to assure it meet the selection criteria 

and the surveys that did not meet the criteria were excluded before the analysis stage using 

SPSS.  

9. The final phase of the research was data analysis and discussion. Statistical Package for the 

Social Sciences, (SPSS) was used to perform the required analysis. Based on this analysis, 

results, conclusions and recommendations were driven.  
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Poilt, D., and Hungler, B., (1985), Essentials of nursing research; Methods and applications. J. B. Lippincott 

company    

Research Population   

The Research Population    

The research population includes all national and foreign banks operating in the Gaza Strip in all 

governorates; the research population included the first three managerial levels at each branch: 

- Branch Manager. 

- Observer (Deputy Branch Manager) 

- Other (Deputy Assistant, Customers‟ Care officer, First Department Officer…)   

34 are the total registered branches operating in the Gaza Strip according to the authority of 

monitory. The first three managerial levels were included directly, for the consistency among 

banks in the first two levels. However, there was not consistency among the third level 

“other” among banks. To mitigate this challenge the researcher asked the following question 

during distributing the questionnaire:  

Topic Selection  

Literature Review 

Identify the 

Problem 

Define the Problem 

Establish Objective 

Develop 

Research Plan 

Questionnaires 

Questionnaires Design 

Results and 

Data Analysis  

Conclusion & 

Recommendation   

Figure (4.1) illustrates the methodology flow chart.  

Field Surveying 

Thesis Proposal 

Literature Review 

Pilot 

Questionnaires   

Questionnaires 

Validity 

Questionnaires   

Reliability  
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“In case the Branch manager and his deputy are not attending who is the person in charge?” 

Table (4.1) Research Population  Title Distribution   

Branch Manager Deputy Manager Other 

34 32 45 

Total Population 111 

 

The researcher attempts to include all the research population. However due to challenging 

nature of the sample and poor respondents of the population (the researcher spent 3 months 

in data collection) the total respondents are (107 )    shifting the from including the research 

respondents from targeted population to targeted sample.  

A total of 137 surveys were distributed to (34) of the targeted branches. (107 ) surveys were 

collected and 104 were analyzed. Also, surveys were excluded for reasons as not answering 

some of the including more than one selection for the same point.  

Selection Criteria   

The criteria was set carefully to make sure that the researcher includes all of the targeted 

population and exclude other unneeded population. The selection criteria are: 

1. Branches operating in the Gaza Strip. 

2. Limiting respondents to the first managerial levels: 

a. Branch Manager. 

b. Observer (Deputy Branch Manager) 

c. Other (Deputy Assistant, Customers‟ Care officer, First Department Officer…)   

3. Age not less than 20 years old. 

4. Academic degree not less than high school. 

The following table shows the targeted banks: 
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Table (4.2.)  Population distribution on Targeted Banks and Branches   

Branch Manager 
Deputy 

Manager 

Deputy 

Assistant 

Bank Of Palestine 

Main Branch 
1 

 
1 3 

Khanyonos 
1 

 

1 

 
2 

Jabalia 
1 

 

1 

 
2 

Al Remal 
1 

 
1 3 

Rafah 
1 

 

1 

 
2 

Der AlBalah 
1 

 

1 

 
2 

Al Naser 
1 

 

1 

 
2 

Nusairat 
1 

 

1 

 
2 

Omar Al 

Mukhtar 

1 

 

0 

 
1 

Al Saraia 
1 

 

0 

 
1 

Islamic Arabic Bank 

Gaza 
1 

 

1 

 
1 

Khanyonos 
1 

 

1 

 
1 

Palestinian Islamic Bank 

Main Branch-

Gaza 

1 

 

1 

 
1 

Nusairat 
1 

 

1 

 
1 

Rafah 
1 

 

1 

 
1 

Khanyonos 
1 

 

1 

 
2 

Jabalia 
1 

 

1 

 
1 

Al Naser 
1 

 

1 

 
1 

Palestinian Investment Bank 

Gaza 
1 

 

1 

 

1 
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AlQuds Bank 

Gaza 
1 

 

1 

 
1 

Al-Remal 
1 

 

1 

 

1 

 

BetLahia 
1 

 

1 

 

1 

 

Commercial Palestinian Bank 

Gaza 
1 

 

1 

 

1 

 

Arabic Bank 

Al Remanl 
1 

 

1 

 

1 

 

Cairo Amman Bank 

Remal 
1 

 

1 

 

1 

 

Khanyono 
1 

 

1 

 

1 

 

Rafah 
1 

 

1 

 

1 

 

Der AlBalah 
1 

 

1 

 

1 

 

Al Saria 
1 

 
1 

1 

 

Jordan Bank 

Gaza 
1 

 

1 

 

1 

 

AlNaser 
1 

 

1 

 

1 

 

Housing Bank 

Gaza 
1 

 

1 

 

1 

 

Khanyonos 
1 

 

1 

 

1 

 

Egyptian Arab Land Bank 

Gaza 
1 

 

1 

 

1 
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Sources of Data    

The researcher used both secondary and primary resources for collecting data, which is as 

follows:  

Secondary data  

1. Books on human resource management, total quality management and banking sector. 

2. Published researches, including papers in certified accredited electronic and hard copy 

journals. 

3. Researches and studies conducted by organizations and individual researchers on human 

resource management, total quality management, or on the banking sector in Gaza Strip, 

along with any report. 

4. Websites for certified data and authentic data as the website of the Palestinian Monetary 

Authority, banks websites as Bank of Palestine… etc.    

Primary Data  

The questionnaire was used to collect the required data in order to achieve the research objective. 

The distribution of the questionnaire to study sample was done, in order to get their opinions 

about how HRM practices influence TQM practices at banks operating at the Gaza Strip. 

Questionnaire Design   

The questionnaire included (60) multiple choice questions which were used widely in the 

questionnaire. The variety in these questions aims first to meet the research objectives, and to 

collect all the necessary data that can support the discussion, results and recommendations in the 

research. The questionnaire was provided with a cover letter explaining the purpose of the study, 

the way of responding, the aim of the research and the security of the information in order to 

encourage a high response. The criteria for the sample employees were clearly stated on the 

cover page. The sections in the questionnaire verified the objectives in this research related to the 

HRM practices (Recruitment and Selection, Training and Development, Employee Career 

Planning) and TQM (Continuous Development Customer Focus, Feedback) for employees, first 

three managerial levels, and working at banks operating in the Gaza Strip. The questionnaire 

included close-ended questions to facilitate the data collection process and was divided into 

seven sections; each is designed to test one of the hypotheses as follows:  

 

 



68 
 

Part.1 Focused on respondent‟s characteristics  

Part.2  

Focused in HRM practices to meet the research objectives, and to collect all the necessary data 

that can support the discussion, results and recommendations in the research. This part included 

three sections as follow:  

Section.1: Treated with Recruitment and Selection  

Section.2: Treated with Training and Development  

Section.3: Treated with Employee Career Planning  

Part.3  

Focused in TQM practices to meet the research objectives, and to collect all the necessary data 

that can support the discussion, results and recommendations in the research. This part included 

three sections as follow:  

Section.1: Treated with Continuous Development  

Section.2: Treated with Customer Focus  

Section.3: Treated with Feedback  

 

Statistical analysis Tools    

The researcher would use data analysis both qualitative and quantitative data analysis methods. 

The Data analysis will be made utilizing (SPSS 20). The researcher would utilize the following 

statistical tools: 

1) Kolmogorov-Smirnov test of normality. 

2) Pearson correlation coefficient for Validity. 

3) Cronbach's Alpha for Reliability Statistics. 

4) Frequency and Descriptive analysis. 

5) Parametric Tests (One-sample T test, Independent Samples T-test , Analysis of Variance). 
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Section 2: Testing Research Tool   

Introduction   

This section covers validity and reliability of the tool in terms of its content and statistical 

validity. The validity of an instrument is a determination of the extent to which the instrument 

actually reflects the abstract construct being examined; "validity refers to the degree to which an 

instrument measures what it is supposed to be measuring" (Pilot & Hungler 1985), while 

reliability is the degree of consistency with which it measures the attributes it is supposed to 

measure. A pilot study for the questionnaire was conducted before collecting the results of the 

sample. It provides a trial-run for the questionnaire, which involves testing the wordings of 

question, identifying ambiguous questions, testing the techniques that used to collect data, and 

measuring the effectiveness of standard invitation to respondents. In order to be able to select the 

appropriate method of analysis, the level of measurement must be understood. For each type of 

measurement, there is/are an appropriate method/s that can be applied and not others. In this 

research, ordinal scales were used. Ordinal scale is a ranking or a rating data that normally uses 

integers in ascending or descending order. The numbers assigned to the important (1, 2, 3, 4, 5) 

do not indicate that the interval between scales are equal, nor do they indicate absolute 

quantities, they are merely numerical labels. Based on Likert scale we have the following:  

Item 
Strongly 

agree 
Agree 

Do not 

Know 
Disagree 

Strongly 

Disagree 

Scale 5 4 3 2 1 

 

Test of Normality for each field   

Table () shows the results for Kolmogorov-Smirnov test of normality. From Table (), the p-value 

for each field is greater than 0.05 level of significance, then the distribution for each field is 

normally distributed. Consequently, Parametric tests will be used to perform the statistical data 

analysis.   
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Table (4.3): Kolmogorov-Smirnov test 

Field 

Kolmogorov-Smirnov 

Statistic P-value 

Recruitment and Selection   0.715 0.686 

Training and Development 0.694 0.721 

Employee Career Planning 0.648 0.796 

Human Resource Management Practices 0.384 0.998 

Continuous Development   0.525 0.946 

Customer Focus 0.467 0.981 

Feedback 0.684 0.738 

Total Quality Management 0.519 0.950 

All paragraphs of the questionnaire 
0.583 0.886 

 

Statistical analysis Tools    

The researcher would use data analysis both qualitative and quantitative data analysis methods. 

The Data analysis will be made utilizing (SPSS 20). The researcher would utilize the following 

statistical tools: 

1) Kolmogorov-Smirnov test of normality. 

2) Pearson correlation coefficient for Validity. 

3) Cronbach's Alpha for Reliability Statistics. 

4) Frequency and Descriptive analysis. 

5) Parametric Tests (One-sample T test, Independent Samples T-test , Analysis of Variance). 
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T-test is used to determine if the mean of a paragraph is significantly different from a 

hypothesized value 3 (Middle value of Likert scale). If the P-value (Sig.) is smaller than or equal 

to the level of significance, 0.05  , then the mean of a paragraph is significantly different from 

a hypothesized value 3. The sign of the Test value indicates whether the mean is significantly 

greater or smaller than hypothesized value 3. On the other hand, if the P-value (Sig.) is greater  

than the level of significance 0.05  , then the mean a paragraph is insignificantly different 

from a hypothesized value 3. 

The Independent Samples T-test is used to examine if there is a statistical significant difference 

between two means among the respondents toward the Human Resource Management Practices 

and Total Quality Management due to (Gender, Age, Academic Degree and Bank 

Classification). 

The One- Way Analysis of Variance (ANOVA) is used to examine if there is a statistical 

significant difference between several means among the respondents toward the Human 

Resource Management Practices and Total Quality Management due to (Years of experience). 

Validity of Questionnaire  

Validity refers to the degree to which an instrument measures what it is supposed to be 

measuring. Validity has a number of different aspects and assessment approaches. Statistical 

validity is used to evaluate instrument validity, which include internal validity and structure 

validity. (Pilot & Hungler 1985)  

External (Pre-Pilot) Validity of the Questionnaire 

It is essential to pre-pilot the questionnaire to identify any ambiguities in the questions and to 

identify the potential problems for each question. In order to assure high level of reliability and 

validity for the developed tool, the researcher had taken the approval of the supervisor to review 

the tool on Academic and Professional levels to ensure its relevance and stability. Reviewing of 

questionnaire with academic people who have had long-time experiences in subject matter, were 

conducted in order to ensure logic, that included  ten of academic staff from Universities and two 

of professionals from Bank of Palestine HRM managers. The reason for including professional 

was to assure that the statement truly addressed the critical areas from the professional 

perspective  
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Statistical Validity of the Questionnaire                            

Validity refers to the degree to which an instrument measures what it is supposed to be 

measuring (Pilot and Hungler,1985). Validity has a number of different aspects and assessment 

approaches.  

To insure the validity of the questionnaire, two statistical tests should be applied. The first test is 

Criterion-related validity test (Pearson test) which measure the correlation coefficient between 

each paragraph in one field and the whole field. The second test is structure validity test (Pearson 

test) that used to test the validity of the questionnaire structure by testing the validity of each 

field and the validity of the whole questionnaire. It measures the correlation coefficient between 

one field and all the fields of the questionnaire that have the same level of similar scale.  

Criterion Related Validity                 

Internal consistency of the questionnaire is measured by a scouting sample, which consisted of  

30 questionnaires through measuring the correlation coefficients between each paragraph in one 

field and the whole field.  

Internal Validity  

Internal validity of the questionnaire is the first statistical test that used to test the validity of the 

questionnaire. Its measuring the correlation coefficients between each paragraph in one field and 

the whole field.  

Internal validity for Human Resource Management Practices 

Table (4.4) clarifies the correlation coefficient for each paragraph of the " Recruitment and 

Selection " and the total of the field. The p-values (Sig.) are less than 0.05, so the correlation 

coefficients of this field are significant at α = 0.05,  so it can be said that the paragraphs of this 

field are consistent and valid to be measure what it was set for.  
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Table 4.4.: Correlation coefficient of each paragraph of " Recruitment and Selection " and 

the total of this field 

No. Paragraph Pearson  Correlation 

Coefficient 

P-Value 

(Sig.) 

1.  Recruitment and selection is based on 

needs assessment    
.739 0.000* 

2.  Academic degree has a priority in 

recruitment and selection 
.858 0.000* 

3.  Interview and personal qualities  have 

priority in the selection process 
.801 0.000* 

4.  Educational institutions is importance in 

the recruitment and selection process   
.743 0.000* 

5.  recruitment and selection process  is 

initiated by an advertisement  
.801 0.000* 

6.  All interviewees has a chance to find the 

recruitment and selection process   
.604 0.000* 

7.  Modern Technology  is used during the 

recruitment and selection process   
.724 0.000* 

8.  Leaders for administrative positions are 

chosen based on seniority and  Eligibility  
.668 0.000* 

9.  Recruitment and selection process  is 

characterized by  Justice  
.648 0.000* 

10.  Applicants have equal chances through 

unifying tests and interviews    
.763 0.000* 

* Correlation is significant at the 0.05 level  

Table (4.5) clarifies the correlation coefficient for each paragraph of the " Training and 

Development " and the total of the field. The p-values (Sig.) are less than 0.05, so the correlation 

coefficients of this field are significant at α = 0.05,  so it can be said that the paragraphs of this 

field are consistent and valid to be measure what it was set for.  
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Table 4.5: Correlation coefficient of each paragraph of " Training and Development " and 

the total of this field 

No. Paragraph Pearson  Correlation 

Coefficient 

P-Value 

(Sig.) 

1.  There are clear policy that aim at training 

and staff development at the your bank  
.694 0.000* 

2.  Your bank runs  training needs assessment  

before implementing training courses 
.611 0.000* 

3.  Trainees get the aimed benefit from the 

implemented training courses    
.691 0.000* 

4.  Training process is continuously evaluated 

objectively  
.757 0.000* 

5.  Training reaches all administrative levels in 

your bank  
.744 0.000* 

6.  Training courses are designed based on the 

clear criteria that aims at staff development   
.693 0.000* 

7.  Within HR Department your bank has a 

Specialized section of training   
.717 0.000* 

8.  Nomination for training courses is based on 

clear objective criteria  
.734 0.000* 

9.  Modern technology tools are used during 

the training  
.594 0.000* 

10.  Training is evaluated objectively  .810 0.000* 

11.  Your bank has clear training plan  .731 0.000* 

* Correlation is significant at the 0.05 level  

Table (4.6.) clarifies the correlation coefficient for each paragraph of the " Employee Career 

Planning " and the total of the field. The p-values (Sig.) are less than 0.05, so the correlation 

coefficients of this field are significant at α = 0.05, so it can be said that the paragraphs of this 

field are consistent and valid to be measure what it was set for.  



75 
 

Table 4.6 : Correlation coefficient of each paragraph of " Employee Career Planning" and 

the total of this field 

No. Paragraph Pearson  Correlation 

Coefficient 

P-Value 

(Sig.) 

1.  Career planning is part of the whale plan of 

the bank 
.755 0.000* 

2.  Employees have clear knowledge on the 

career planning process run by your bank  
.776 0.000* 

3.  There is a clear strategy censoring career 

planning in your bank   
.787 0.000* 

4.  There is a clear job description that 

identifies clearly duties and responsibilities  
.674 0.000* 

5.  There are clear information on the different 

admin levels  
.856 0.000* 

6.  There is diversification in duties and 

responsibilities in your banks  
.745 0.000* 

7.  Training needs assessment and career 

planning are correlated   
.773 0.000* 

* Correlation is significant at the 0.05 level  

Internal validity for Total Quality Management 

Table (4.7) clarifies the correlation coefficient for each paragraph of the " Continuous 

Development " and the total of the field. The p-values (Sig.) are less than 0.05, so the correlation 

coefficients of this field are significant at α = 0.05,  so it can be said that the paragraphs of this 

field are consistent and valid to be measure what it was set for.  
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Table 4.7: Correlation coefficient of each paragraph of " Continuous Development " and 

the total of this field 

No. Paragraph Pearson  Correlation 

Coefficient 

P-Value 

(Sig.) 

1.  Different administrative levels are involved 

in assessing the needs of continuous 

improvement programs  

.773 0.000* 

2.  There are enough financial resources for 

continuous improvement programs 
.792 0.000* 

3.  Different administrative levels are involved 

in assessing the needs of continuous 

improvement programs  

.681 0.000* 

4.  There are enough financial resources for 

continuous improvement programs 
.707 0.000* 

5.  Different administrative levels are involved 

in assessing the needs of continuous 

improvement programs  

.797 0.000* 

6.  There are enough financial resources for 

continuous improvement programs 
.678 0.000* 

7.  Different administrative levels are involved 

in assessing the needs of continuous 

improvement programs  

.665 0.000* 

8.  There are enough financial resources for 

continuous improvement programs 
.719 0.000* 

9.  Different administrative levels are involved 

in assessing the needs of continuous 

improvement programs  

.630 0.000* 

10.  There are enough financial resources for 

continuous improvement programs 
.643 0.000* 

11.  Different administrative levels are involved .793 0.000* 
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in structuring and developing  programs 

and strategies of continuous improvement 

12.  Different administrative levels are involved 

in assessing the needs of continuous 

improvement programs  

.785 0.000* 

13.  There are enough financial resources for 

continuous improvement programs 
.642 0.000* 

* Correlation is significant at the 0.05 level  

Table (4.8) clarifies the correlation coefficient for each paragraph of the " Customer Focus" and 

the total of the field. The p-values (Sig.) are less than 0.05, so the correlation coefficients of this 

field are significant at α = 0.05,  so it can be said that the paragraphs of this field are consistent 

and valid to be measure what it was set for.  

Table 4.8: Correlation coefficient of each paragraph of " Customer Focus " and the total of 

this field 

No. Paragraph Pearson  Correlation 

Coefficient 

P-Value 

(Sig.) 

1.  The bank you are working in is customer focus 

oriented in service delivered for customers   
.881 0.000* 

2.  The bank you are working in works 

continuously on following the changing needs 

for customers 

.842 0.000* 

3.  The bank you are working in runs survey 

studies to identify the customers‟ needs and 

trends   

.809 0.000* 

4.  The bank you are working in allows a 

customer‟s complains system  
.888 0.000* 

5.  customer‟s complains are followed  .903 0.000* 

6.  The bank you are working in in committed to 

quality level demanded by customers   
.714 0.000* 

7.  The bank you are working in supplies clear .849 0.000* 
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criteria for the quality of the delivered service 

to customers   

8.  The bank you are working in is interested in 

getting customers‟ impressions and level of 

their satisfaction.  

.886 0.000* 

* Correlation is significant at the 0.05 level  

Table (4.9) clarifies the correlation coefficient for each paragraph of the " Feedback " and the 

total of the field. The p-values (Sig.) are less than 0.05, so the correlation coefficients of this 

field are significant at α = 0.05,  so it can be said that the paragraphs of this field are consistent 

and valid to be measure what it was set for.  

Table 4.9 : Correlation coefficient of each paragraph of " Feedback " and the total of this 

field 

No. Paragraph Pearson  Correlation 

Coefficient 

P-Value 

(Sig.) 

1.  Employees continuously get feedback on the 

delivered service quality  
.751 0.000* 

2.  The bank you are working in supplies a good 

system that allows staff to get information on 

the customers‟ level of satisfaction 

.841 0.000* 

3.  The bank you are working in supplies formal 

channel for data exchange between different 

administrative levels   

.869 0.000* 

4.  Customers complains and proposals are 

usually considered  
.861 0.000* 

5.  The bank you are working in supplies clear 

criteria about the needed achievement  
.910 0.000* 

* Correlation is significant at the 0.05 level 
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Structure Validity of the Questionnaire                        

Structure validity is the second statistical test that used to test the validity of the questionnaire 

structure by testing the validity of each field and the validity of the whole questionnaire. It 

measures the correlation coefficient between one field and all the fields of the questionnaire that 

have the same level of liker scale.  

Table (4.10) clarifies the correlation coefficient for each field and the whole questionnaire. The 

p-values (Sig.) are less than 0.05, so the correlation coefficients of all the fields are significant at 

α = 0.05, so it can be said that the fields are valid to be measured what it was set for to achieve 

the main aim of the study.  

Table 4.10: Correlation coefficient of each field and the whole of questionnaire 

No. Field Pearson  Correlation 

Coefficient 

P-Value 

(Sig.) 

1.  Recruitment and Selection   .893 0.000* 

2.  Training and Development .944 0.000* 

3.  Employee Career Planning .860 0.000* 

 Human Resource Management 

Practices 
.924 0.000* 

1.  Continuous Development   .945 0.000* 

2.  Customer Focus .926 0.000* 

3.  Feedback .912 0.000* 

 Total Quality Management .935 0.000* 

* Correlation is significant at the 0.05 level  

Reliability of the Research  

The reliability of an instrument is the degree of consistency which measures the attribute; it is 

supposed to be measuring (Polit & Hunger,1985). The less variation an instrument  produces in 

repeated measurements of an attribute, the higher its reliability. Reliability can be equated with 

the stability, consistency, or dependability of a measuring tool. The test is repeated to the same 

sample of people on two occasions and then compares the scores obtained by computing a 

reliability coefficient (Polit & Hunger, 1985). 
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Cronbach’s Coefficient Alpha                          

This method is used to measure the reliability of the questionnaire between each field and the 

mean of the whole fields of the questionnaire. The normal range of Cronbach‟s coefficient alpha 

value between 0.0 and + 1.0, and the higher values reflects a higher degree of internal 

consistency. The Cronbach‟s coefficient alpha was calculated for each field of the questionnaire. 

Table (4.11) shows the values of Cronbach's Alpha for each field of the questionnaire and the 

entire questionnaire. For the fields, values of Cronbach's Alpha were in the range from 0.874 and 

0.957. This range is considered high; the result ensures the reliability of each field of the 

questionnaire. Cronbach's Alpha equals 0.973 for the entire questionnaire which indicates an 

excellent reliability of the entire questionnaire. 

Table 4.11: Cronbach's Alpha for each field of the questionnaire 

No. Field Cronbach's Alpha 

1.  Recruitment and Selection   0.874 

2.  Training and Development 0.894 

3.  Employee Career Planning 0.884 

 Human Resource Management Practices 0.948 

1.  Continuous Development   0.915 

2.  Customer Focus 0.943 

3.  Feedback 0.901 

 Total Quality Management 0.957 

 All paragraphs of the questionnaire 0.973 

 

Thereby, it can be said that the researcher proved that the questionnaire was valid, reliable, and 

ready for distribution for the population sample. 
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Chapter Five: Data Analysis and Hypotheses Testing and Discussion   
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Personal data  

Gender 

Table (5.1):Gender 

Gender Frequency Percent 

Male 94 90.4 

Female 10 9.6 

Total 104 100.0 

Table No.(5.1) shows that the majority of the respondents are males and this represents 90.4% of 

the study  population and 9.6% are Females. as supported by the results, females do not have 

equal chances in promotion and reaching senior levels mainly as the targeted population is for 

the current research is the first admin level in each bank. The thing that stresses poor gender 

equity in the banking sector. 

Age  

Table (5.2): Age 

Age  Frequency Percent 

20-Less than 30 4 3.8 

30- Less than 40 41 39.4 

40- Less than 50 54 51.9 

More than 50 5 4.8 

Total 104 100.0 

Table No.(5.2) shows that the majority of the respondents have ages between 40- Less than 50 

years, and this represents 51.9%, 39.4% of the respondents have ages between "30- Less than 40 

years” . This might be attributed for selecting the highest Three administrative levels in each 

bank. Whereas reaching those levels needs long years of experience and hard work in the Bank.  
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Years of Experience 

Table (5.3): Years of Experience 

Years of Experience Frequency Percent 

Less than 5 years 1 1.0 

5 – Less than 10 years 13 12.5 

10- less than 15 years 41 39.4 

More than 15 years 49 47.1 

Total 104 100.0 

Table No.(5.3) shows that 1.0% of the respondents have experience " Less than 5 years ", 12.5%  

have experience " 5 – Less than 10 years ", 39.4% have experience "10- less than 15 years " and 

47.1% of the respondents have experience " More than 15 years”. The results show that years of 

experience is an important factor for banking sector to get promotion and reach decision making 

stages. The thing that can be attributed to the sensitive nature for such decisions and level for 

experience needed in such a field   

Job Title 

Table (5.4): Job Title 

Job Title Frequency Percent 

Branch Manager 34 32.69% 

Deputy Branch Manager 35 33.65% 

Other 35 33.65% 

Total 104 100 

Table No.(5.4) shows that the highest response rate is “Deputy Branch Manager” with response 

rate 33.65%  in the response rate for “Other” 33.65 followed with “Branch Managers”  the 

highest admin level in braches with response rate 32.69. The results do not show great variations 

between the targeted admin level. It might be attributed to the limited Scope of the sample.     
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Academic Degree 

Table (5.5):Academic Degree 

Academic Degree Frequency Percent 

High School - - 

Diploma 2 1.9 

Bachelor 89 85.6 

Master 13 12.5 

Philosophy of Doctorate - - 

Total 104 100.0 

Table No.(5.5) shows that 1.9% of  the respondents hold " Diploma ", 85.6% " Bachelor's 

degree" it can be attributed for the availability various Bachelor‟s degree at local universities that 

can serve at local banks, additionally 12.5% of  the  population hold " Master degree" where 

none of the respondents is a PHD holder because none of the local universities run PHD while 

several universities run Master degree programs.   

As indicated by the results, banks do not consider the academic (Master and PHD) degree in 

selecting their promoting the thing that must be cindered for its positive impact on banks 

performance.   

Bank Classification 

Table (5.6):Bank Classification 

Bank Classification Frequency Percent 

National Bank 85 81.7 

Foreign Bank 19 18.3 

Total 104 100.0 

Table No.(5.6) shows that 81.7 of the respondents are affiliated to national banks and only 18.3 

are from foreign banks, this can be attributed to wider expansion for  to national banks  in 

comparison with foreign banks. Additionally, filling a questionnaire, according to respondents 

form foreign banks, needs higher level approval that is usually not available in Gaza and needs 

approval from seiners at the west bank. Whereas the researcher used unformed channels to 

collect needed data.      
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Respondents’ Frequency   

Table (5.7):Bank Name 

Bank Name Frequency Percent 

Jordan Bank  5 4.8 

Palestinian Islamic Bank  15 14.5 

Islamic Arabic Bank 3 2.9 

Commercial Palestinian Bank  2 1.9 

Arabic Bank  2 1.9 

Egyptian Arab Land Bank 3 2.9 

AlQuds Bank 8 7.7 

Palestinian Investment Bank 2 1.9 

Housing Bank 6 5.8 

Cairo Amman Bank 2 1.9 

Bank Of Palestine 56 53.8 

Total 104 100.0 

Table No.(5.7) shows respondents according to each bank whereas the highest rate of 

respondents came from bank of Palestine (BoP) 53.8% because BoP is the largest bank  

geographically expanded locally at the Gaza Strip. 

 

Human Resource Management Practices   

Recruitment and Selection  

Table (5.8.): Means and Test values for “Recruitment and Selection” 
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1.  Recruitment and selection is based on needs 

assessment    
4.37 87.38 24.07 0.000* 1 

2.  Academic degree has a priority in recruitment 

and selection 
4.08 81.54 17.33 0.000* 3 

3.  Interview and personal qualities  have priority 

in the selection process 
3.99 79.81 14.64 0.000* 5 
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4.  Educational institutions is importance in the 

recruitment and selection process   
3.87 77.45 12.87 0.000* 9 

5.  recruitment and selection process  is initiated 

by an advertisement  
3.87 77.48 12.26 0.000* 8 

6.  All interviewees has a chance to find the 

recruitment and selection process   
3.86 77.12 10.52 0.000* 10 

7.  Modern Technology  is used during the 

recruitment and selection process   
4.01 80.19 15.58 0.000* 4 

8.  Leaders for administrative positions are 

chosen based on seniority and  Eligibility  
3.93 78.65 12.41 0.000* 7 

9.  Recruitment and selection process  is 

characterized by  Justice  
3.94 78.85 13.07 0.000* 6 

10.  Applicants have equal chances through 

unifying tests and interviews    
4.09 81.73 16.19 0.000* 2 

 All paragraphs of the field 4.00 80.03 22.63 0.000*  

* The mean is significantly different from 3 

Table (5.8) shows the following results: 

 The mean of paragraph #1“Recruitment and selection is based on needs assessment” 

equals 4.37 (87.38%), Test-value = 24.07, and P-value = 0.000 which is smaller than the level of 

significance 0.05  . The sign of the test is positive, so the mean of this paragraph is 

significantly greater than the hypothesized value 3. It can be concluded that the respondents 

agreed to this paragraph. 

 The mean of paragraph #6 “All interviewees has a chance to find the recruitment and 

selection process ” equals  3.86 (77.12%), Test-value = 10.52, and P-value = 0.000 which is 

smaller than the level of significance 0.05  . The sign of the test is positive, so the mean of this 

paragraph is significantly greater than the hypothesized value 3 . It can be concluded that the 

respondents agreed to this paragraph.  

 The mean of the field “Recruitment and Selection” equals 4.00 (80.03%), Test-value = 

22.63, and P-value=0.000 which is smaller than the level of significance 0.05  . The sign of 

the test is positive, so the mean of this field is significantly greater than the hypothesized value 3. 

It can be concluded that the respondents agreed to field of “Recruitment and Selection ". 
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The results show the recruitment and selection process is based on needs assessment, the thing 

that provides solid and powerful bases, which can be positively reflected on banks‟ performance, 

profitability and their attempt to achieve goals. Additionally the recruitment process is 

characterized by the transparency as the targeted population agrees that applicants have equal 

chances through unifying tests and interviews the thing that firm a chance to hire good skills staff 

through transparent process. Moreover, academic degree has a less priority in recruitment and 

selection process, the researcher believes that this point needs to be taken in consideration 

furthermore, because to the researcher‟s experience in banking sector academic degree does not 

have that high impact on the recruitment process.  The results deducted are consistent with 

Brindusoiu (2013) where the author stated that most of staff were hired as a result of previously 

formulated assessment and a recommendation, and the common instruments used in selection 

were: CVs, tests, interviews with an HR specialist, the general manager or owner, or the direct 

manager. and   Adwan (2011) that found  professionalism of recruitment and selection 

procedures is considered acceptable. The study showed that the people in charge of recruitment 

and selection process are efficient. There is a clear concept of the process of career planning 
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Training and Development 

Table (5.9): Means and Test values for “Training and Development” 
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1.  There are clear policy that aim at training 

and staff development at the your bank  
4.23 84.62 17.93 0.000* 1 

2.  Your bank runs  training needs assessment  

before implementing training courses 
4.09 81.73 16.91 0.000* 4 

3.  Trainees get the aimed benefit from the 

implemented training courses    
4.09 81.73 18.69 0.000* 4 

4.  Training process is continuously evaluated 

objectively  
4.12 82.31 18.58 0.000* 3 

5.  Training reaches all administrative levels 

in your bank  
4.04 80.77 15.22 0.000* 7 

6.  Training courses are designed based on the 

clear criteria that aims at staff development   
4.13 82.69 19.02 0.000* 2 

7.  Within HR Department your bank has a 

Specialized section of training   
3.94 78.85 11.21 0.000* 11 

8.  Nomination for training courses is based 

on clear objective criteria  
4.03 80.58 15.55 0.000* 8 

9.  Modern technology tools are used during 

the training  
4.07 81.35 16.94 0.000* 6 

10.  Training is evaluated objectively  4.02 80.38 17.59 0.000* 9 

11.  Your bank has clear training plan  3.98 79.61 13.68 0.000* 10 

 All paragraphs of the field 4.07 81.32 24.85 0.000*  

* The mean is significantly different from 3 
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Table (5.9) shows the following results:  

 The mean of paragraph #1 “There are clear policy that aim at training and staff 

development at the bank” equals 4.23 (84.62%), Test-value = 17.93 and P-value = 0.000 which 

is smaller than the level of significance 0.05  . The sign of the test is positive, so the mean of 

this paragraph is significantly greater than the hypothesized value 3. It can be concluded that the 

respondents agreed to this paragraph. 

 The mean of paragraph #7 “Within HR Department your bank has a Specialized section 

of training” equals 3.94 (78.85%), Test-value = 11.21, and P-value = 0.000 which is smaller than 

the level of significance 0.05  . The sign of the test is positive, so the mean of this paragraph 

is significantly greater than the hypothesized value 3 . can be concluded that the respondents 

agreed to this paragraph. 

 The mean of the field “Training and Development” equals 4.07 (81.32%), Test-value = 

24.85, and P-value=0.000 which is smaller than the level of significance 0.05  . The sign of 

the test is positive, so the mean of this field is significantly greater than the hypothesized value 3. 

can be concluded that the respondents agreed to field of “Training and Development ". 

Results in this able reflect respondents, positive, view point on banks performance during the 

training and development process. As the results show that banks have clear policy to train staff 

in an attempt to develop their skills.  

In addition banks training programs are designed and implemented in an appropriate manner as 

they are structured based on specific previously settled criteria, need assessment as a pre 

requisite for training, and the use of modern technology during the training sessions. The 

researcher believes that, not only, the good financial capacity for banks allows them to perform 

the former stages to conduct a good training, but banking sector is a high demanding sector the 

thing that forces banks to conduct training in the most appropriate manner, also. 

The former results are logical introduction, for the researches result No.3 as respondents agree 

that they get the aimed benefits form the training programs attended by them. 

The results are consistent with Al Mosaddar (2010) The study concluded that evaluating training 

reached the level of acceptance still it should be enforced at the "reaction" and "learning" levels 

and initiated at the levels of "behavior" and "results". And consistent with   Abu Selmia  (2007) 

The results show that training is well supported by the top level administration of UNRWA. Also 

training at UNRWA Field Office is very effective, contributes to maximizing the productivity of 
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UNRWA, both quality and  quantity. However, the results are not consistent with the results of 

Musa (2007), however targeting the same sector. The variations in the results can be attributed 

for many reasons as follow: 

- Musa (2007) study was conducted 8 years before the current study and remarkable 

changes took place in BoP since that time according to the researcher‟s experience.  

- The current study included all banks operating in the Gaza study while Musa (2007) 

included only BoP. 

- The current Study included the first three admin levels in each branch, while Musa 

(2007) included all admin levels in branches and administration. 

Employee Career Planning 

Table (5.10): Means and Test values for “Employee Career Planning” 
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1.  Career planning is part of the whale plan of 

the bank 
4.05 80.97 16.83 0.000* 1 

2.  Employees have clear knowledge on the 

career planning process run by your bank  
4.02 80.38 14.10 0.000* 2 

3.  There is a clear strategy censoring career 

planning in your bank   
4.01 80.19 14.49 0.000* 4 

4.  There is a clear job description that 

identifies clearly duties and responsibilities  
3.92 78.46 12.61 0.000* 7 

5.  There are clear information on the different 

admin levels  
3.99 79.81 13.58 0.000* 5 

6.  There is diversification in duties and 

responsibilities in your banks  
3.93 78.65 14.47 0.000* 6 

7.  Training needs assessment and career 

planning are correlated   
4.02 80.38 14.36 0.000* 2 

 All paragraphs of the field 3.99 79.83 19.33 0.000*  
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* The mean is significantly different from 3 

Table (5.10) shows the following results:  

 The mean of paragraph #1 “Career planning is part of the whale plan of the bank” equals 

4.05 (80.97%), Test-value = 16.83, and P-value = 0.000 which is smaller than the level of 

significance 0.05  . The sign of the test is positive, so the mean of this paragraph is 

significantly greater than the hypothesized value 3. It can be concluded that the respondents 

agreed to this paragraph. 

 The mean of paragraph #4 “There is a clear job description that identifies clearly duties 

and responsibilities” equals 3.92 (78.46%), Test-value = 12.61, and P-value = 0.000 which is 

smaller than the level of significance 0.05  . The sign of the test is positive, so the mean of 

this paragraph is significantly greater than the hypothesized value 3.  it can be concluded that the 

respondents agreed to this paragraph. 

 The mean of the field “Employee Career Planning” equals 3.99 (79.83%), Test-value = 

19.33, and P-value=0.000 which is smaller than the level of significance 0.05  .  The sign of 

the test is positive, so the mean of this field is significantly greater than the hypothesized value 3. 

It can be concluded that the respondents agreed to field of “Employee Career Planning” 

The results show respondents‟ agreement on each of the career planning paragraphs. Whereas 

career planning is highly considered by banks operating in the Gaza strip. Moreover, career 

planning in included in the overall plan of the bank the thing that reflects the high importance of 

career planning and employees‟ future career plans for banks. This point allows banks to retain 

staff the thing the contributes in: long term investment in each banks staff, reduce cost of train 

and recruitment and reduce turnover rate, all of which can be positively reflected in banks‟ 

attempts to reach high levels of quality.  

In addition, the results show high engagement of staff in the career plans because respondents 

agree on being aware about the career planning process in their banks in addition to being career 

plans part of the training process the thing that reflects their engagement in this process.     

The high levels of agreement on career planning paragraphs is because banking sector as service 

providing sector, where service sectors sustainability improvement and development is mainly 

based on employees‟ and levels of service quality they deliver. The results deducted are 

consistent with Adwan (2011) The research found out that, the process of job analysis used in the 
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bank is performed in a good manner. The planning of the workforce for determining the future 

needs of the workforce is performed in a good manner. 

In General for Human Resource Management Practices 

Table (5.11): Means and Test values for Human Resource Management Practices 
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Human Resource Management Practices 4.02 80.48 25.68 0.000* 

            *The mean is significantly different from 3 

Table (5.11) shows the mean of all paragraphs equals 4.02 (80.48%), Test-value =25.68, and P-

value=0.000 which is smaller than the level of significance 0.05  . The sign of the test is 

positive, so the mean is significantly greater than the hypothesized value 3. It can be concluded 

that the respondents agreed to all paragraphs.  

The results indicate that respondents agree with all of paragraphs included in the HRM section, 

with high percentage. This agreement can be attributed to banks awareness on the importance of 

the HR in banking sector and their important role in good quality delivery. Moreover, the 

advantages delivered to banks‟ staff makes this sector a high demanding sector among job 

seekers which allow banks wider choices to select staff with high skills, knowledge and 

potential. Adding to that, the high financial capacity for banks, compering to other sectors, 

provides needed fund for effective implementation for various HRM practices that can contribute 

for better quality delivery.     
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Total Quality Management  

Continuous Development  

Table (5.12): Means and Test values for “Continuous Development” 
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1.  Continuously your bank traces updated in 

the field of service delivery   
3.94 78.83 13.70 0.000* 1 

2.  The bank usually makes job analysis to 

identify the needed modifications and 

development  

3.85 76.92 11.55 0.000* 5 

3.  Your bank continuously updates staffing 

criteria based on each position‟s demands    
3.76 75.19 11.23 0.000* 11 

4.  Development steps and processors are 

documented by your banks   
3.74 74.81 10.84 0.000* 12 

5.  There is a department of research and 

development in your bank  
3.79 75.84 10.77 0.000* 7 

6.  Your bank encourages using modern 

technology  to develop performance  
3.80 75.96 11.83 0.000* 6 

7.  Rules of the Palestinian  Monetary 

Authority promotes and allows continuous 

improvement  

3.77 75.38 11.21 0.000* 9 

8.  The Banks you work in reviews work 

procedures on an  regular basis 
3.88 77.50 15.23 0.000* 4 

9.  The quality vision in the bank you work in 

is consistent with the bank‟s goals of 

improving   

3.88 77.69 12.17 0.000* 3 
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10.  Different administrative levels are involved 

in structuring and developing  programs 

and strategies of continuous improvement  

3.77 75.34 11.07 0.000* 10 

11.  Human and financial needs for 

development are been determined 

objectively.    

3.77 75.49 9.69 0.000* 8 

12.  Different administrative levels are involved 

in assessing the needs of continuous 

improvement programs  

3.66 73.27 7.92 0.000* 13 

13.  There are enough financial resources for 

continuous improvement programs 
3.89 77.86 12.48 0.000* 2 

 All paragraphs of the field 3.81 76.14 17.22 0.000*  

* The mean is significantly different from 3 

Table (5.12) shows the following results:  

 The mean of paragraph #1 “Continuously your bank traces updated in the field of service 

delivery” equals 3.94 (78.83%), Test-value = 13.70, and P-value = 0.000 which is smaller than 

the level of significance 0.05  . The sign of the test is positive, so the mean of this paragraph is 

significantly greater than the hypothesized value 3. It can be concluded that the respondents 

agreed to this paragraph. 

 The mean of paragraph #12 “Different administrative levels are involved in assessing the 

needs of continuous improvement programs” equals 3.66 (73.27%), Test-value = 7.92, and P-

value = 0.000 which is smaller than the level of significance 0.05  . The sign of the test is 

positive, so the mean of this paragraph is significantly greater than the hypothesized value 3 can 

be concluded that the respondents agreed to this paragraph. 

 The mean of the field “Continuous Development” equals 3.81 (76.14%), Test-value = 

17.22, and P-value=0.000 which is smaller than the level of significance 0.05  .  The sign of 

the test is positive, so the mean of this field is significantly greater than the hypothesized value 3. 

can be concluded that the respondents agreed to field of “Continuous Development  

Initially the results indicate that banking sector practices continuous development as respondents 

agree on all paragraphs in this section. The results indicate that tracing updated for the aim of 

development is the most important for banks as they aim at keeping and retaining their customers 
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in a highly competitive environment. Moreover the researcher believes that the availability of 

financial resources assisted banks to expand and widen the scope of targeting in their 

development process as various administrative levels are engaged in the in identifying the needs 

to run development programs, designing and implementation. Additionally the results indicates 

that continuous development is being integrated in the various levels of the organization in 

addition to various processors as respondents agreed on work need and processors are been 

reviewed for both updating work processors and recruiting criteria.  

The findings of this research agree with the findings of Aspara (2011) The authors also find that 

continuous efforts to develop the CM processes have positive influence on profitable growth – as 

does sales personnel‟s and market-analysis personnel‟s participation in the process development. 

In conditions of high turbulence in the market environment, the continuous development of CM 

processes becomes even more important still are not consistent with Assaf et. Al. (2013) The 

results firmly showed the public weakness in all constituents of the continuous development 

process, and that the effect of the continuous development process on the organizational 

performance which is represented in five total circles: the organization philosophy, its general 

system , its administrational processes , its operational processes , and processes organization 

maintenance itself was more weak , and that even the effect in the whole development process 

itself was also weak. The variations can attributed to differences in targeted population and 

environment of application.  
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Customer Focus 

Table (5.13): Means and Test values for “Customer Focus” 
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1.  The bank you are working in is customer 

focus oriented in service delivered for 

customers   

3.92 78.29 14.22 0.000* 1 

2.  The bank you are working in works 

continuously on following the changing 

needs for customers 

3.91 78.27 12.18 0.000* 2 

3.  The bank you are working in runs survey 

studies to identify the customers‟ needs 

and trends   

3.86 77.12 11.96 0.000* 3 

4.  The bank you are working in allows a 

customer‟s complains system  
3.68 73.65 9.08 0.000* 8 

5.  customer‟s complains are followed  3.81 76.15 10.44 0.000* 5 

6.  The bank you are working in in committed 

to quality level demanded by customers   
3.84 76.89 12.83 0.000* 4 

7.  The bank you are working in supplies clear 

criteria for the quality of the delivered 

service to customers   

3.72 74.42 10.26 0.000* 7 

8.  The bank you are working in is interested 

in getting customers‟ impressions and level 

of their satisfaction.  

3.76 75.19 10.24 0.000* 6 

 All paragraphs of the field 3.81 76.24 14.43 0.000*  

* The mean is significantly different from 3 

Table (5.13) shows the following results:  
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 The mean of paragraph #1 “The bank you are working in is customer focus oriented in 

service delivered for customers  ” equals 3.92 (78.29%), Test-value = 14.22, and P-value = 0.000 

which is smaller than the level of significance 0.05  . The sign of the test is positive, so the 

mean of this paragraph is significantly greater than the hypothesized value 3 . can be concluded 

that the respondents agreed to this paragraph. 

 The mean of paragraph #4 “The bank you are working in allows a customer‟s complains 

system” equals 3.68 (73.65%), Test-value = 9.08, and P-value = 0.000 which is smaller than the 

level of significance 0.05  .  The sign of the test is positive, so the mean of this paragraph is 

significantly greater than the hypothesized value 3 . can be concluded that the respondents 

agreed to this paragraph. 

 The mean of the field “Customer Focus” equals 3.81 (76.24%), Test-value = 14.43, and 

P-value=0.000 which is smaller than the level of significance 0.05  . The sign of the test is 

positive, so the mean of this field is significantly greater than the hypothesized value 3. can be 

concluded that the respondents agreed to field of “Customer Focus ".  

The results indicate that banking sector are customer focus oriented as paragraph No. 1  mean 

equals 3.92, the proportional mean is (78.29%), and Test-value = 14.22. this results indicates that 

banks consider customers as one of the first priorities in an attempt for effective TQM 

implementation. This point is assured by the following two paragraphs as they indicate, 

according to the research results, that banks continuously follows the customers changing needs 

by following effective tools. In addition banking sector shows commitment towards their 

customers as banks try to meet their customers‟ expectation concerning the high levels of 

delivered quality.  On the other hand, paragraph #4 “The bank you are working in allows a 

customer‟s complains system” mean is 3.68 (73.65%), Test-value = 9.08 is the least among all 

paragraphs in this section that indicates that banks needs to pay additional consideration to the 

supplied complains system.  It can be said that those results are consistent with the results shown 

by Fink (2014) As a result of simple and multiple regression models the research found out that 

CF is generally seen as one of the factors that improves the performance of an organization, 

individual or team. Additionally the result showed that management‟s devotion to CF impacts 

employee attitudes and is seen to contribute to higher customer satisfaction and retention.  
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Feedback 

Table (5.14): Means and Test values for “Feedback” 
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1.  Employees continuously get feedback on 

the delivered service quality  
3.78 75.58 12.45 0.000* 1 

2.  The bank you are working in supplies a 

good system that allows staff to get 

information on the customers‟ level of 

satisfaction 

3.67 73.10 10.03 0.000* 5 

3.  The bank you are working in supplies 

formal channel for data exchange between 

different administrative levels   

3.68 73.65 9.57 0.000* 2 

4.  Customers complains and proposals are 

usually considered  
3.66 73.09 9.08 0.000* 4 

5.  The bank you are working in supplies clear 

criteria about the needed achievement  
3.65 73.08 8.23 0.000* 3 

 All paragraphs of the field 3.68 73.69 12.71 0.000*  

* The mean is significantly different from 3  

Table (5.14) shows the following results:  

 The mean of paragraph #1 “Employees continuously get feedback on the delivered 

service quality” equals 3.78 (75.58%), Test-value = 12.45, and P-value = 0.000 which is smaller 

than the level of significance 0.05  . The sign of the test is positive, so the mean of this 

paragraph is significantly greater than the hypothesized value 3. can be concluded that the 

respondents agreed to this paragraph. 

 The mean of paragraph #2 “The bank you are working in supplies a good system that 

allows staff to get information on the customers‟ level of satisfaction” equals 3.67 (73.10%), 

Test-value = 10.03, and P-value = 0.000 which is smaller than the level of significance 0.05  . 
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The sign of the test is positive, so the mean of this paragraph is significantly greater than the 

hypothesized value 3 . can be concluded that the respondents agreed to this paragraph. 

 The mean of the field “Feedback” equals 3.68 (73.69%), Test-value = 12.71, and P-

value=0.000 which is smaller than the level of significance 0.05  . The sign of the test is 

positive, so the mean of this field is significantly greater than the hypothesized value 3.  can be 

concluded that the respondents agreed to field of “Feedback ".  

The results show that banks pay good consideration for customers‟ feedback.  As respondents 

agree on the all paragraphs of  “feedback” with a mean, 3.68. This indicates that banks consider 

feedback form customers as an important course for retaining customers by supplying the quality 

level they expect.  Moreover the results indicate that banking sector supplies feedback channels 

and is interested in transforming customers' feedback to staff to guarantee implementation of 

needed modification. The results are consistent with the results of Abudolan (2012) 

 

In General for Total Quality Management: 

Table (5.15): Means and Test values for Total Quality Management 
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Total Quality Management 3.79 75.70 16.49 0.000* 

            *The mean is significantly different from 3 

Table (5.15) shows the mean of all paragraphs equals 3.79 (75.70%), Test-value =16.49, and P-

value=0.000 which is smaller than the level of significance 0.05  . The sign of the test is 

positive, so the mean is significantly greater than the hypothesized value 3. can be concluded that 

the respondents agreed to all paragraphs. 

The results here can be attributed to banks awareness of supplying high levels of quality for 

customers, in attempt to retain their customers. Additionally, the competition in this sector is 

high, because customers can shift to other available and easy to access. 
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Research Hypothesis   

Recruiting and Selection, has statistically significant relationship with TQM practices  

(Continuous Development, Customer focus, and Continuous Feedback) in Banks operating 

in the Gaza Strip 

Table 5.16: Correlation coefficient between Recruiting and Selection and TQM   

 Pearson  

Correlation 

Coefficient 

P-Value 

(Sig.) 

Continuous Development .385 0.000* 

Customer focus .227 0.010* 

Continuous Feedback .281 0.002* 

Total Quality Management .333 0.000* 

* Correlation is statistically significant at 0.05 level 

Table (5.16) shows that the correlation coefficient between Recruiting and Selection and TQM  

equals .333 and the p-value (Sig.) equals 0.000. The p-value (Sig.) is less than 0.05, so the 

correlation coefficient is statistically significant at α = 0.05. it can be concluded that there is a 

significant relationship between Recruiting and Selection and TQM in Banks operating in the 

Gaza Strip . 

 The correlation coefficient between recruitment and selection and TQM indicates that: The 

highest relation between recruitment and selection and the three investigated TQM practices is 

continuous development with 0.385 followed by; continuous feedback with 0.281 then customer 

focus with 0.227 is the least among them.    

The results indicate that recruitment and selection is the second in correlation order with TQM 

practices. The results are consistent with the results of Abudolah (2012). This leads to conclude 

that recruiting and selecting the right people with the right qualifications and requisite skills is a 

prerequisite to facilitate the implementation of TQM which should be seen as a continuous 

process improvement in services delivered by banks.  
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Training and Development, has statistically significant relationship with TQM practices 

(Continuous Development, Customer focus, and Continuous Feedback) in Banks operating 

in the Gaza Strip. 

Table 5.17: Correlation coefficient between Training and Development and TQM 

 Pearson  

Correlation 

Coefficient 

P-Value 

(Sig.) 

Continuous Development .515 0.000* 

Customer focus .449 0.000* 

Continuous Feedback .462 0.000* 

Total Quality Management .518 0.000* 

* Correlation is statistically significant at 0.05 level 

Table (5.17) shows that the correlation coefficient between Training and Development and  

TQM equals .518 and the p-value (Sig.) equals 0.000. The p-value (Sig.) is less than 0.05, so the 

correlation coefficient is statistically significant at α = 0.05. it can be concluded that there is a 

significant relationship between Training and Development and TQM in Banks operating in the 

Gaza Strip. 

The correlation coefficient between Training and development and TQM indicates that: The 

highest relation between Training and development and the three investigated TQM practices is 

Continuous Development 0.515 followed by Customer focus 0.449 and the least is Continuous 

Feedback 0.462. 

The results indicate that training and development has the greatest correlation with TQM 

practices. The results are consistent with the results of Abudolah (2012), This leads to conclude 

that training people to equip them with the needed skills and knowledge can significantly and 

contribute to the implementation and delivery of TQM  
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Employee Career Planning, has statistically significant relationship with TQM practices 

Continuous Development, Customer focus, and Continuous Feedback)  in Banks operating 

in the Gaza Strip. 

Table 5.18: Correlation coefficient between Employee Career Planning and TQM 

 Pearson  

Correlation 

Coefficient 

P-Value 

(Sig.) 

Continuous Development .439 0.000* 

Customer focus .426 0.000* 

Continuous Feedback .375 0.000* 

Total Quality Management .452 0.000* 

* Correlation is statistically significant at 0.05 level 

Table (5.18) shows that the correlation coefficient between Employee Career Planning and TQM  

equals .452 and the p-value (Sig.) equals 0.000. The p-value (Sig.) is less than 0.05, so the 

correlation coefficient is statistically significant at α = 0.05. it can be concluded that there is a 

significant relationship between Employee Career Planning and TQM in Banks operating in the 

Gaza Strip . 

The correlation coefficient between employee career planning and TQM indicates that: The 

highest relation between employee career planning and the three investigated TQM practices 

Continuous Development, 0.439 followed by Customer focus, 0.429 then   Continuous Feedback 

0.375. The results indicate that employee career planning has the least correlation with TQM 

practices. The results are consistent with the results of Abudolah (2012), however the results 

were not consistent with the results of Yang (2006) for variation in the targeted population and 

environment. This leads to conclude that employee career planning is highly considered among 

the investigated banks, the thing the contribute in retaining staff that are spent considerable time 

operating in the firm, and contribute to compiling skill and knowledge which significantly 

contribute to the implementation and delivery of TQM  
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HRM Practices has statistically significant relationship on the implementation of TQM 

practices in Banks operating in the Gaza Strip. 

Table (5.19) Shows the commutative value of each of the researched practices of HRM  

No. Field % 

HRM Practices   

1.  Recruitment and Selection   0.171 

2.  Training and Development 0.174 

3.  Employee Career Planning 0.171 

As far as the effect of each HRM practice on the implementation of TQM is concerned, the 

above table summarizes the research findings by calculating the weighted value (cumulative 

value) of each HRM practice and its impact on the implementation of TQM.  

The results in indicate that the practice of “training and development” have the greatest influence 

on the implementation of TQM with a degree of impacts by 0.174 follow by  recruitment and 

selection  and  employee Career Planning with degree of impact by 0.171 for each of them.  

The results are consistent with both Yang‟s (2006) and Abudolah (2012).  The results indicates 

confirm that training and development in the most important factor that has the greatest impact 

on TQM. Moreover, any change in training and development, positive or negative, will have the 

highest remarkable impact on TQM.  
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There are statistically significant differences in the responses of the HRM practices and 

TQM practices due to (Gender, Age, Year of Experience, Academic Degree, Bank 

Classification)   

Table (5.20):Analysis of Variance and Independent Samples T-test for  

Personal Traits  

No Personal Traits Test Name Test Value 
P-

value(Sig.) 

1.  
Gender  

Independent Samples 

T-test 
-1.156 0.250 

2.  
Age 

Independent Samples 

T-test 
-1.020 0.310 

3.  Years of Experience Analysis of Variance  0.175 0.839 

4.  
Academic Degree 

Independent Samples 

T-test 
0.441 0.660 

5.  
Bank Classification 

Independent Samples 

T-test 
-0.833 0.407 

 

Table (5.20) shows that the p-value (Sig.) is greater than the level of significance  = 0.05 for 

each Personal Traits, then there is insignificant difference in respondents' answers toward the 

HRM practices and TQM practices.  

It can be concluded that the Personal Traits have no effect on the HRM practices and TQM 

practices. Based on those results we can conclude that those characteristic are not integrated in 

attribute for neither HRM nor TQM, however, the researcher believes that years and academic 

degree must be taken in to consideration.   
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Chapter Six: Findings & Recommendation   
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Introduction    

This chapter provides a summary of the most important findings of the research, some 

recommendations in light of these findings and study limitations, with hops that the research 

achieved its purpose in investigating the relationship between HRM practices and TQM 

practices. 

 

Research Findings    

Human Resource Management Practices (Training and Development, and Recruiting and 

Selection)  

- HRM Practices has statistically significant relationship with the implementation of TQM 

practices in Banks operating in the Gaza Strip. 

- There are no statistically significant differences in the responses of the HRM practices 

and TQM practices due to (Gender, Age, Year of Experience, Academic Degree, Bank 

Classification)   

Training and Development and Total Quality Management Practices: (Continuous 

Development, Customer focus, and Continuous Feedback)  

 

- Training and Development, has statistically significant relationship with TQM practices 

(Continuous Development, Customer focus, and Continuous Feedback) in Banks 

operating in the Gaza Strip. 

- Training people to equip them with the needed skills and knowledge can significantly 

contribute to the implementation and delivery of TQM 

- Training and development in the most important factor that has the greatest impact on 

TQM. Moreover, any change in training and development, positive or negative, will have 

the highest remarkable impact on TQM  

Employee Career Planning and Total Quality Management Practices: (Continuous 

Development, Customer focus, and Continuous Feedback) 

- Employee Career Planning, has statistically significant relationship with TQM practices 

Continuous Development, Customer focus, and Continuous Feedback) in Banks 

operating in the Gaza Strip. 



107 
 

- Employee career planning is highly considered among the investigated banks, the thing 

the contribute in retaining staff that are spent considerable time operating in the firm, and 

contribute to compiling skill and knowledge which significantly contribute to the 

implementation and delivery of TQM 

Recruiting and Selection and Total Quality Management Practices: (Continuous 

Development, Customer focus, and Continuous Feedback)  

- Recruiting and Selection, has statistically significant relationship with TQM practices  

(Continuous Development, Customer focus, and Continuous Feedback) in Banks 

operating in the Gaza Strip 

- Recruiting and selecting the right people with the right qualifications and requisite skills 

is a prerequisite to facilitate the implementation of TQM which should be seen as a 

continuous process improvement in services delivered by banks 

Study Recommendations    

1. Banks are supposed to follow scientific and objective recruiting and Selection process for its 

considerable relationship with TQM   

2. Banks are supposed to have the highest considerable effort in improving and keeping up Training 

and Development programs for T&D had the greatest relationship among HR Practices. 

3. Banks are supposed to follow scientific and objective Employee Career Planning process for its 

considerable relationship with TQM. 

4. HRM Practices must be integrated and followed for its considerable efforts in effective 

implementation  

5. Personal characteristics (academic degree and years of experience) must be considered to 

contribute to better implementation and utilization of TQM  

6. The recruitment and selection process must be considered as a continuous process of 

development and acquiring new knowledge for the organization. 

7. Keep Training staff to equip them with the needed skills and knowledge can significantly 

contribute to the implementation and delivery of TQM 

8. Employee career planning must be considered for its role in retaining staff that are spent 

considerable time operating in the firm, and contribute to compiling skill and knowledge which 

significantly contribute to the implementation and delivery of TQM 
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Recommendations for Future Researches   

1. Role of Human Resource Practices on TQM Practices in banking banks operating in the 

Gaza Strip. 

2. Role of Human Resource Practices on TQM Practices in banking banks operating in the 

Gaza Strip a comparative study among foregone and national banks. 

3. Role of financial performance in Human Resource Practices in banks operating in the 

Gaza Strip. 

4. Role of  Human Resource Practices on organizational performance in banks operating in 

the Gaza Strip 
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Appendices 1  

English Questionnaire 

Islamic University- Gaza 

Dean of Higher Education and Scientific Research 

Faculty of Commerce 

Department of Business Administration   

 

Role of Human Resource Management in Total Quality Management in Banks Operating in 

the Gaza Strip  

Dear Sir/ Madam 

Please, review the following questionnaire and state your view point by putting (√) or (χ) next to 

each point. Kindly, answer the whale statements of the questionnaire and   assure accuracy, for 

accuracy in your responses will differently reflect accurate results. 

Additionally all asserted data will be held secret and will not be used but for scientific research. 

The questionnaire is designed to answered by the three first managerial levels at the branch.    

 

 

Researcher 

Mohammed S. Shamallakk    
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Questionnaire 

Please put ( √) or (χ) 

1 Gender ⃝ Male ⃝ Female 

2 Age (years) ⃝ 20-Less than 30 ⃝ 30- Less than 40 ⃝ 40- Less than 50 ⃝ More than 50 

3 Job Title …………………………………………………………………………………………………………………………. 

4 

Years of 

Experience  ⃝ Less than 5 ⃝5- less than 10 ⃝10- less than 11 ⃝11- less than 15 

  ⃝More than 15    

5 

Academic 

Degree  ⃝High School ⃝Diploma ⃝Bachelor  ⃝Master 

  ⃝Philosophy of Doctorate 

6 

Bank 

Classification  ⃝ National Bank  ⃝ Foreign Bank  

7 Bank Name  ……………………………………………………………………………………………………………………………… 
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Questionnaire Paragraphs 

First: Human Resource Management Practices 

#  
Paragraph 

Strongly 

Agree 
Agree Neutral Disagree 

Strongly 

Disagree 

1 Recruitment and Selection   

1.1.  Recruitment and selection is based on needs 

assessment    

     

1.2. Academic degree has a priority in recruitment 

and selection 

     

1.3. Interview and personal qualities  have priority in 

the selection process 

     

1.4. Educational institutions is importance in the 

recruitment and selection process   

     

1.5. recruitment and selection process  is initiated by 

an advertisement  

     

1.6. All interviewees has a chance to find the 

recruitment and selection process results   

     

1.7. Modern Technology  is used during the 

recruitment and selection process   

     

1.8. Leaders for administrative positions are chosen 

based on seniority and  Eligibility  

     

1.9. Recruitment and selection process  is 

characterized by  Justice  

     

1.1

0. 

 

Applicants have equal chances through unifying 

tests and interviews    
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2. Training and Development  

2.1. There are clear policy that aim at training and 

staff development at the your bank  

     

2.2. Your bank runs  training needs assessment  

before implementing training courses 

     

2.3. Trainees get the aimed benefit from the 

implemented training courses    

     

2.4. Training process is continuously evaluated 

objectively  

     

2.5. Training reaches all administrative levels in your 

bank  

     

2.6. Training courses are designed based on the clear 

criteria that aims at staff development   

     

2.7. Within HR Department your bank has a 

Specialized section of training   

     

2.8. Nomination for training courses is based on clear 

objective criteria  

     

2.9. Modern technology tools are used during the 

training  

     

2.1

0. 

Training is evaluated objectively       

2.1

1. 

Your bank has clear training plan       

3. Employee Career Planning  

3.1 Career planning is part of the whale plan of the 

bank 

     

3.2. Employees have clear knowledge on the career 

planning process run by your bank  

     



123 
 

3.3. There is a clear strategy censoring career 

planning in your bank   

     

#  Paragraph Strongly 

Agree  

Agree Neutral  Disagree  Strongly 

Disagree 

3.4. There is a clear job description that identifies 

clearly duties and responsibilities  

     

3.5. There are clear information on the different 

admin levels  

     

3.6. There is diversification in duties and 

responsibilities in your banks  

     

3.7. Training needs assessment and career planning 

are correlated   

     

Total Quality Management  

1 Continuous Development   

1.1 Continuously your bank traces updated in the 

field of service delivery   

     

1.2. The bank usually makes job analysis to identify 

the needed modifications and development  

     

1.3. Your bank continuously updates staffing criteria 

based on each position‟s demands    

     

1.4. Development steps and processors are 

documented by your banks   

     

1.5. There is a department of research and 

development in your bank  

     

1.6. Your bank encourages using modern technology  

to develop performance  

     

1.7. Rules of the Palestinian  Monetary Authority 

promotes and allows continuous improvement  
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1.8. The Banks you work in reviews work procedures 

on an  regular basis 

     

 

#  

 

Paragraph 

 

Strongly 

Agree  

 

Agree 

 

Neutral  

 

Disagree  

 

Strongly 

Disagree 

1.1

0 

Different administrative levels are involved in 

structuring and developing  programs and 

strategies of continuous improvement  

     

1.1

2. 

Different administrative levels are involved in 

assessing the needs of continuous improvement 

programs  

     

1.1

3. 

There are enough financial resources for 

continuous improvement programs 

     

2 Customer Focus  

2.1 The bank you are working in is customer focus 

oriented in service delivered for customers   

     

2.2. The bank you are working in works continuously 

on following the changing needs for customers 

     

2.3. The bank you are working in runs survey studies 

to identify the customers‟ needs and trends   

     

2.4. The bank you are working in allows a customer‟s 

complains system  

     

2.5. customer‟s complains are followed       

2.6. The bank you are working in in committed to 

quality level demanded by customers   

     

2.7. The bank you are working in supplies clear 

criteria for the quality of the delivered service to 
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customers   

2.8. The bank you are working in is interested in 

getting customers‟ impressions and level of their 

satisfaction.  

 

     

3 Feedback 

3.1 Employees continuously get feedback on the 

delivered service quality  

     

3.2 The bank you are working in supplies a good 

system that allows staff to get information on the 

customers‟ level of satisfaction 

     

3.3 The bank you are working in supplies formal 

channel for data exchange between different 

administrative levels   

     

3.4 Customers complains and proposals are usually 

considered  

     

3.5 The bank you are working in supplies clear 

criteria about the needed achievement  
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Appendices 2   

 

 غـــــزة –اإلســـــالمــيـــــــــت  جـــامـــعــت

 العلمي والبحث العليا الدراساث عمادة

 التــــــــــــجـــــــــارة  كــليـــــــــت

  األعـــمـــال إدارة قــــســم

 

 " دور ممارسات إدارة الموارد البشرية في ممارسات إدارة الجودة الشاملة في البنوك العاملة في قطاع غزه"

  

باإلطالع وبيان الرأي بتأشير اإلجابة المناسبة من وجهة نظركم، إذ أن ات التفضل /األخوات الموظفين/أرجو من األخوة

استكمال اإلجابة عن كافة عبارات اإلستبانة و الدقة في اإلجابة ستنعكس بالتأكيد عمى دقة النتائج التي سيتم التوصل إليها، 

 لعممي.عمما" بأن كافة المعمومات الواردة في اإلستبانة لن تستخدم إال ألغراض البحث ا

 و جزاكم اهلل كل خير معي تعاونكم حسن لكم ا  شاكر 

 والتقدير االحرتام فائق بقبول وتفضلوا

 

 الباحث

 سعدي شممخ  /محمد المع
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 االســتــــبانـــــــــة

 

 ) ( فً المربع الذي ٌنطبق علٌك: الرجاء وضع أشار

 انثى □ ذكر           □ الجنس: 1

 52اكثر من  □ 52 -41 □   42-31 □    32-22  □ العمر 2

 ..................................................………………………المسمى الوظٌفً: 3

 12 –سنوات  5 □ سنوات    5اقل من  □ الخبرة العملٌة 4

 سنوات  

 15 –سنه  11□

 سنه 

أكثر  □

 سنه15من

 

 ماجستٌر    □ بكالورٌوس   □ دبلوم   □ ثانوٌه عامة   □ المؤهل العلمً: 5

    دكتوراه □  

 بنك وافد  □ بنك و طنً □ تصنٌف البنك:   6

 ........................................................................................... اسم البنك: 7
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 فقرات االستبانة:

 أوال": ممارسات اداره الموارد البشرية

 

 الرقم

 

 الفقرة

 موافق

 بشدة

 

 موافق

 

 محايد

 غير

 موافق

غير 

موافق 

 بشدة

 االختيار والتعيين: .1

      ٝتٌ اختٞار اىؼاٍيِٞ بْاء ػيٚ تحذٝذ االحتٞاخاث ٍسبقا 1

      تؼطٚ اٗى٘ٝٔ ىيَؤٕو اىؼيَٜ فٜ ػَيٞت االختٞار  2

      تؼطٚ اىَقابيت ٗ اىصفاث اىشخصٞت أٗى٘ٝت فٜ ػَيٞت االختٞار  3

      تؼطٚ إَٔٞت ىيَؤسساث اىتؼيَٞٞت اىتٜ تخزج ٍْٖا اىَتقذً ىي٘ظٞفت  4

      ٝتٌ اختٞار ٗ تؼِٞٞ اىؼاٍيِٞ ػِ طزٝف اإلػالُ  5

      االطالع ػيٚ ّتائح ػَيٞت االختٞار ٗ اىتؼِٞٞ  فزصتتؼطٜ ىنو اىَتقابيِٞ  6

      ثت فٜ ػَيٞت االختٞار ٗ اىتؼِٞٞٝاىحذ اىتنْ٘ى٘خٞاٝتٌ تبْٜ ٗسائو  7

ٝتٌ اختٞار اىقٞاداث ىيَْاصب اإلدارٝت ػيٚ أساص االقذٍٞت ٗ االٕيٞت  8

 ىيَْصب

     

      ْٕاك ػذاىت فٜ االختٞار ػْذ شغو اى٘ظٞفت اىَؼيِ ػْٖا  9

ْٕاك فزص ٍتساٗٝت ىيَتْافسِٞ ٍِ خاله ت٘حٞذ االٍتحاّاث ٗ اىَقابالث  12

 اىشخصٞت ػْذ االختٞار ٗ اىْؼِٞٞ 

     

 التدريب و التطوير  .2

ت٘خذ ىذٙ اىَْظَت اىتٜ تؼَو بٖا سٞاست ٗاضحٔ تٖذف اىٜ تذرٝب ٗ  1

 تط٘ٝز اىؼاٍيِٞ 

     

     تقً٘ اىَْظَت اىتٜ تؼَو بٖا بتحذٝذ االحتٞاخاث اىتذرٝبٞت قبو تْفٞذ  2
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 اىذٗراث اىتذرٝبٞت 

      ػيٜ اىَتذربِٞتؼ٘د اىذٗراث اىتذرٝبٞت اىتٜ باىفائذة ٗ اىْفغ  3

      ٗ اىَ٘ض٘ػٜ تخضغ ػَيٞت اىتذرٝب ىيتقٌٞٞ اىَستَز  4

تطال برامج التدريب و التطىير كافت المستىياث اإلداريت في المنظمت  5

 التي اعمل بها 

     

 

 الرقم

 

 الفقرة

 موافق

 بشدة 

 

 موافق

 

 محايد

 غير 

 موافق

غير 

موافق 

 بشدة

ٝتٌ تْفٞذ اىبزاٍح اىتذرٝبٞت بْاء ػيٜ أساص ٗ ٍؼاٝٞز ٗاضحت ٕذفٖا  6

 األساسٜ تَْٞت اىؼاٍيِٞ 

     

فٜ   اىَ٘ارد اىبشزٝتٝ٘خذ قسٌ خاص ىيتذرٝب ضَِ ٍداه ادارٓ  7

 اىَْظَت اىتٜ تؼَو بٖا 

     

ٝتٌ اىتزشٞح ىيذٗراث اىتذرٝبٞت ػيٜ أساص ٍ٘ضؼٜ ٗ بؼٞذ ػِ اىؼالقاث  8

 اىشخصٞت 

     

      ذرٝبتٝتٌ استخذاً اى٘سائو اىتنْ٘ى٘خٞت اىحذٝثت فٜ اى 9

      ٍ٘ض٘ػٜ ٝتٌ تقٌٞ اىتذرٝب ػيٚ أساص  10

      ٝ٘خذ داخو اىَْظَت خطت تذرٝب ٗاضحٔ  11

 تخطيط المسار الوظيفي .3

      َٝثو تخطٞظ اىَسار اى٘ظٞفٜ خشء ٍِ خطظ اىبْل  1

ٝتَتغ اىؼاٍيُ٘ بذراٝت مافٞت ح٘ه تخطٞظ اىَسار اى٘ظٞفٜ اىذٛ تقً٘ بٔ  2

 اىَْظَت

     

ت٘خذ استزاتٞدٞت ٗاضحٔ ىتخطٞظ اىَسار اى٘ظٞفٜ فٜ اىَْظَت اىتٜ  3

 تؼَو بٖا 
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ٝ٘خذ ت٘صٞف ىي٘ظائف ٝ٘فز تحذٝذا ٗاضحا ى٘اخباث ٗ ٍسؤٗىٞاث مو  4

 ٍ٘ظف 

     

      ت٘فز اىَْظَت اىتٜ تؼَو بٖا ٍؼيٍ٘اث مافٞت ح٘ه اىَْاصب اإلدارٝت  5

تٖتٌ اىَْظَت اىتٜ تؼَو بٖا بتْ٘ٝغ اىَٖاً ٗ اى٘اخباث اىتٜ ٝقً٘ بٖا  6

 اىؼاٍيُ٘ 

     

      ٝ٘خذ ارتباط بِٞ تخطٞظ اىَسار اى٘ظٞفٜ ٗ تحذٝذ االحتٞاخاث اىتذرٝبٞت  7

 

 ثانيا: ممارسات الجودة الشاملة:

 

 الرقم

 

 الفقرة

 موافق

 بشدة 

 

 موافق

 

 محايد

 غير 

 موافق

غير 

موافق 

 بشدة

 التطوير و التحسين

      ػيٜ ٍ٘امبٔ ٍا ٕ٘ حذٝث فٜ ٍداه اىخذٍاث اىَقذٍت اىَْظَت  تؼَو  1

ػيٜ تحيٞو اى٘ظائف دٗرٝا بٖذف اىتؼزف ػيٜ ضزٗراث  اىَْظَتتؼَو  2

 اىتحسِٞ ٗ اىتط٘ٝز اىالسٍت 

     

تؼَو اىَْظَت باستَزار ػيٜ تحذٝث ٍؼاٝٞز اىت٘ظٞف ىذٖٝا بَا  ْٝسدٌ  3

 ٍغ ٍتطيباث اػَاىٖا  

     

      ػيٜ ت٘ثٞق إخزاءاث اىتحسِٞ اىَؼتَذة ىذٖٝا َْظَت تؼَو اى 4

      اىَْظَت قسٌ بحث ٗ تط٘ٝز  فٜ ٝت٘فز 5

ىتحسِٞ تشدغ اىَْظَت اىؼاٍيِٞ ػيٜ استخذاً ٗسائو اىؼَو االىنتزّٜٗ  6

 األداء فٜ اىؼَو

     

      تتٞح ق٘اِّٞ سيطٔ اىْقذ فزص اىتحسِٞ اىَستَز 7

      تقً٘ اىَْظَت بَزاخؼٔ إخزاءاث اىؼَو بشنو ٍستَز  8
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      رساىت اىَْظَت اىتٜ تؼَو بٖا ٍغ  تتالءً إذاف تحسِٞ اىد٘دة  9

ٝتٌ اشزاك اىَست٘ٝاث اإلدارٝت اىَختيفت فٜ تْفٞذ بزاٍح ٗ استزاتٞدٞاث  11

 اىتحسِٞ اىَستَز 

     

ٝتٌ تحذٝذ ٍتطيباث اىتحسِٞ اىَادٝت ٗ اىبشزٝت بْاء ػيٜ ٍؼاٝٞز  11

 ٍ٘ض٘ػٞت 

     

ٝتٌ اشزاك اىَست٘ٝاث اإلدارٝت اىَختيفت فٜ تحذٝذ اىَتطيباث اىَادٝت ٗ  12

 اىبشزٝت ىؼَيٞت اىتحسِٞ 

     

 ٝت٘فز تَ٘ٝو ٍاىٜ مافٜ ىتْفٞذ بزاٍح اىتحسِٞ  13

 

     

 التركيز علي الزبائن

تؼَو اىَْظَت ػيٜ اىتزمٞش ػيٜ اىشبائِ مَح٘ر أساسٜ ىيخذٍاث  اىتٜ  14

 تؼَو ػيٚ تقذَٖٝا

     

      تؼَو اىَْظَت ػيٜ ٍ٘امبت اىَتطيباث اىَتغٞزة ىيشبائِ اىَتؼاٍيِٞ ىذٖٝا  15

 

 الرقم

 

 الفقرة

 موافق

 بشدة 

 

 موافق

 

 محايد

 غير 

 موافق

غير 

موافق 

 بشدة

      اىذراساث اىَسحٞت ىتحذٝذ اتدإاث ٗ رغباث اىؼَالء باىَْظَت  تقً٘ 16

      ت٘فز اىَْظَت ّظاً ىيشناٗٛ ٗ اىَقتزحاث ٍِ اىشبائِ اىَتؼاٍيِٞ  17

      ٝتٌ ٍتابؼت ٍشنالث اىؼَالء ٗ اىتؼاٍو ٍؼٖا  18

      تيتشً اىَْظَت بَتطيباث اىد٘دة اىتٜ ٝطيبٖا اىؼَالء 19

ٝ٘خذ ىذٛ اىَْظَت اىتٜ تؼَو بٖا ٍؼاٝٞز ٗاضحٔ ىد٘دٓ اىخذٍت اىَقذٍت  21

 ىيشبائِ اىَتؼاٍيِٞ 

     

      تٖتٌ اىَْظَت باىحص٘ه ػيٜ اّطباػاث اىؼَالء ٗ ٍذٛ رضإٌ  21
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 اىتغذٝٔ اىزاخؼت

      تت٘فز بشنو ٍستَز ىذٙ اىؼاٍيِٞ ٍؼيٍ٘اث ح٘ه خ٘دٓ اىخذٍٔ اىَقذٍت   22

ٝ٘خذ ىذٛ اىَْظَٔ ّظاً ٍؼتَذ َٝنِ اىؼاٍيِٞ ػب اىحص٘ه ػيٜ  23

 ٍؼيٍ٘اث تتؼيق بزضا اىشبائِ ػِ اىخذٍت 

     

      ٝت٘خذ قْ٘اث رسَٞت تسَح بتباده اىَؼيٍ٘اث بِٞ اىزؤساء ٗ اىؼاٍيِٞ  24

      ٝتٌ دٍٗا اخذ شاماٗٛ ٗ ٍقتزحاث اىشبائِ بؼِٞ االػتبار   25

      ت٘خذ ٍؼاٝٞز ٗاضحت ح٘ه ٍذٙ االّداس اىذٛ تٌ تحقٞقٔ  26
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Appendices 3   

Referees 

# Name Sector 

1 Dr. Sami Abu AL Rroos Islamic University 

2 Dr. Waseem Al Habeel Islamic University 

3 Dr. Wael Al Daya Islamic University 

4 Dr. Yosef Ashoor Islamic University 

5 Dr.Samr Safi Islamic University 

6 Dr. Yosef Bahar Islamic University 

7 Dr. Ramez Bder Al Azhar University  

8 Dr. Nehaya Altelbani Al Azhar University 

9 Dr. Wael Thabet Al Azhar University 
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