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As for aiming towards the implementation of total quality
management (TOM for shont), Al-Quds Open University has actually
the first experience among Palestinian universitics, Relevant siudies
indicate that the implementation of this methodology manifess
thinking, plannimg, definmg medium-term and long-term objectives,
involving all instinion members in production and service processes
and respecting them, as well as training employees 1o acquire new
skills and do their work efficiently within the desired levels and
standarnds,

This bulletin explaing some makn copcepts and techniques relevant io
the implementation of TOM ot the university,

[ Quality Comrl:___

Thiz includes a number of measures apphied for findang out the extem
o which o certain service or product comesponds 1o some pre-
specified  eriterin. These measures, when necessary, lead 1o
modification in production processes so as to make the serviee [
product comespond 1o some defined standards,

Thus, the quality control process needs the avadlability of the service /
product stondards in order to locite any mistake and recommend that
people in charge take the neccssany action,

[ Quatin wuranee. oY

Quiality assurance is a process of developing and documenting work

measures and instructions  being implemented o the right and

nppropriate time to ensure that the desired quality will be achieved

i ive of how to specily ils crifenin,. Thus, quality assumnce

needs:

. documented and explicit work measures and instructions in order
to obtain the service / product, avoid making mistakes and realize
the product / service standards,

2, confidence of beneficianies in the product / service.

Tl Craaliny Nanmecmeni

This is an organizational approach of management and monitoning
based on the institution’s higher administration control of the various
activities relevant to constant improvement of quality and on
employees” involvement in such sctivities.

Cancept of Tatal Cruality Management in Dipen Edocation, g

It &% the rendering of the benelicianss” | gradunte sudents) needs and
expectations as products of open education inte specificd standards
and chamgteristics in the beéneficianes, according o which epen
education programs and their constant development are designed.
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Human aspect: Man as the basas

Toml ongoing development

Chrganization and systematic thinking
Conceniration on processes
Leadership and management
Decision-taking based on facis

Totnl participationand fecdback

Bencficiarics satisfaction with the service / product

JustiNecnisens for Tengelemeniime TON ot the University: .
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These imclude mamipining the university progress and its readiness 1o
foce challenges{ inflerational, regional, local, snd intemal ),
Internationally: existence of global interest (e globalizntion),
information technology revolution as well as the spread of open
education and competition involved.

Regionally; existence of open Arab unmiversings and competition
imvalved,

Locally: increasing Mow of students jomming the university.
Inbternally: the university pressing need for development.

Requirements of lmplementing DON anthe Universiny: &8

1. The presidency support: The implementation of TOM requires
the presidency suppon for the realization of the desired goals.

L, The preparation stage: This involves crealing owaneness among
employvees to foster their confidence in TOM, which facilitates it
implementation and induces employees 1o conform to its principles.
3. Unifying processes: This promodes performance quality, so it will
be achieved easier, As well, this assisis reducing the coxi through
unifyimg techniques and approaches, which will develop the overll
skill level at the university.

4, Following up thovoughly and constantly: This is confirmed
through the Quality Department and other deparimenis. These will
pursue and collect information for cvaluation and handle any
devintion away from standords,

&, Palicy of involving employees: This includes involkying them nall
spheres  cspecinlly im0 decision-making, problem-solving  and
improverment.

6. Changing employees® attitudes 1o comespond to implementation
of TQM. This will lead to high cooperation and team work spirit
among emplovecs.

7. Moral and socinl responsibility: An integral concemn of TOM
philosophy 15 o conserve environment wnd society  through
producing iems or offering services that are mon-harmiful o
environment and health in general.

Ceneral (Hwsiaches Deterring lmplementation ol I1.I\f|_._.=__

1. Non-compliance of higher administrations with implementing




TOM

Concentration on some lechniques, not on the whale system,

in TOM

Non-involvement ofall cmployees in implementing TOM

Non-transference of theoretical training into practice

Adopting techniques not conforming to the university

specially to manage total quality

6. The opposition of change by both employees and
ndminisirations, cspecially administrations” attitudes

7,  Expecting immediate results, nof long-tenm ones
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Desireid benelits of lan pleimenikmg 1O emaadiel

Designed for the oniversity:
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I. Clear and defimite prospect, message and general nims of the
RTIversity

2. Clearand definite message ond pims of oll university units

1. Struiegic plan for the university and annual scientifically-
based plans for the various units

4. Clear, thorough, definite, practical and consistent framework
fior the university

5 Job description available and specified for cach department
and each employee

6, Duality standards specified for all fields of work at the
university [ academic and administrative)

T, Dehmite and explict practical mensures faken to achicve
cuality standarnds

B, Awarencss and appropriste thorough training to implement
quality management at the university

9. Explicit and clenr-cut roles in the university's admimsirative
svsiem

0. Noticeable rise in employess’ motiviation,  attschmend,
compliance and participation

I1. Higherperformance level ofall employees at the university

12, Existence of an atmosphere of cooperation, understanding
and rght humane relations among all employvess ot the

umIversity

I3. Higher partnership and correspondence among  all
employees, and team work spirit

I4, International and local satisfactory recognition and
admiratbon for the university

I5. Employees’ acqusition of esseniinl skills and knowledge to
implement Total Quality Management

I, Constant problem-solving. and employees’ acquisition of
exseniial skills bo resolve problems properly and scientifically

I7. Successful realization of the general objectives and message
ol the university

I8, Higher quality services and products at lower cost

19, Optimil use of communication snd correspondence means
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