e Dol - il g il b il

sadoladl agadl (Deming) genela guoe “
ey el bt G| (g el ] 53
sl el ! G il il jlod! ddgau
bl ] it kit | 23 Gumguni

il yllg Esgoed

Sy alldis dgaus .2 L
HEY et~ o s
s pall @) e .
P !~“=‘ 3 ’ : “I. s .
**eﬁe}sﬂeé c . a s .

L L L L

Deming " giasad” (5 oY) zagand aladdiculs da joll 0da s ods
(Anderson) (o JS oy ghais als g.}.ﬂ <Management Model (DMM)
deliall dhay @ pgieal 3 IS (Schroeder) g (Rungtusonatham) g

(Douglas) (po Js 73 ganll i ?G3 .(\)[Anderson et al., 1994]
Lagiwl o JMA (3o [Douglas & Fredendall, 2004] (*)(Fredendall) X

@V A ale (@S pe¥l Bastiall oL ) (g Laala Y1y clalaall 510 ?A NET! sk
Baatall Loyl clleyl dasls olais¥ly 5501 L Yy lleal) 5500 bl

Saaiall duyall ol leY) Lasla aluatid¥l g 8 Ju¥) LIS Gy guatl] ol aeliss Al e

Basiall Losall Sl LYl dasla Gelaia¥ly Ll o glall LI Gauldll ads velise i

Buadall Lusall @l LY dgus Lf\.la\,Jl oalaall Lﬁ ae

.%;AJS;!l glasll eha3 )5 JuSy

Anderson, J., Rungustusanatham, M.; Schroeder, R. (1994), A theory of

quality management underlying the Deming management method. Academy
of Management Review, 19, 472-509.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\‘)
model of total quality in services. Decision Sciences, 35(3), 393-422.

V€4




Ojﬁij (S a9ruus 3 .

3 Eisail 138 aladicd a3 a8y . el Sloadd) &y § Lalaatai
Slslaad) § Aelidl 30gad Jalads cueld A Slul jall (3o asaad
Jalis LA Ao Lbd Sl 138 gy  Luoudll g Lunsiuail
ol ey & 3 (3 Las gSat) Cluasaa 31 fo ddaadals JMA (pa DMM 2 3 g
) Ll &Y glaall ] jS3 Eaall 138 piag elliy g . Saait] Lug yal
dsbuallo¥las culadl) ¢ a0 cYflase § (sl g g gasd) Jidbicnls
(Rl Sleadll g

31 Juoo 5l 3 438l o) 3 e gSandl Cobucnan 31 dise aladiunly g
Blaiwy L Al Sl o LS . &bl Sl joll Lo Le g3 Wilas il
£ 3 943 aaudil (Baldrige-MBNQA) (7 juil) Jis s yAYI 30 gall  dlats
Uyiay cils Al Sldall (aas Dlaiwll 3ogad 3 she s
Zosais cuie Ul Busandl Sibusd yal) JMA (o Lgal) Juo g3 a3 il
Sl 3 Gl (3 A0 daus ) dud ol S iy . g yalls”
P jolat dpatly juell 5o "BuLEN" jeae o (o gl
L L8 A% (pe 9. daenil) SLAGS el AALIALS LA FEaL) llis g
L (el 3 Lsulasd | i ddus 5 30LEY ) s dsat i Sl
S Jad Slalasl 39 gas Luolill AL ol i 7l g duslasy)

1 985 5 3 SN o SN (o Al SN das s Ludns] ol 585 g
+ds gSal) daadd) ilalaad palicat! o glaill as dadly (L3 LS, o
138 daus o (Lilaal) s gaatl Jalall agan s Lul jull eSS ,eliig
il yall 3 Lgal) oo gl A3 (L Al puss aslalls 138 5 . 45 3
Bt byl a8l han adalls ATl 038 9. Aguliat| Al
Aladinls dblonyl R padly . od A0 138 daus (e Fiaill
3 Laasluad | puanic yciad alail) duss 3 (4 31 (SEM) dalSagdl sy alad
oubsie o B Ll el e Las . dss gl L) 3 30 gadl 3l
30 0 a3 e gedalantt3 yals 3 s &8Me 4 SLadall JAlal  glail
M Cpo il §uiat g Aiuilatall g 516 Il Cyalolad) g g duastl 3
ol pdie (a3l (sae SLEM & el g . dss gSad) BLAL 3 aglas
AL sl (ulss g - (Al lid gl g dse gsall SLAGL) § Jsagd
UL 0 9.3 92l SERVQUAL 73 943 (pasd duussdy y glone duasady
Lo 3 3u gl &Y glae s dadl g A3 39 g as s duad yall dass
SOiL sl gl o ells g yaiual) y3 glaills

Voo




1dloliadl 3 gall (Deming) geiads i ged

Bkl (a0 (e Lo ) A (A asuiis L Ll ol cali g
(3 AALARY do Sl cilucnan 31 3 " griasal” (5 oyl 73 9alll puolis (ye
Lalasy) LuogSall SluwBhl o G HLEAL llisy ol Loyl
SEAYI (50 Ll yall &yl g . puoliall 538 FAad sus § Lalatl
i U8 a3 (ya 9Ll ylas 3 duaban g &aalan¥) dus gSatl rbusas 311
clidall g 3o3il 3) dudyull iy Leilans 3 3agalls
Basadl 3 Lolujlat &ulle Slsgius Gabad § Lalat) dusgSad)
of Ll dulyoll BEsSy Ll ol 3 Sl 5T coans ellig
Ll s gSall oLk 3 Lold g ol jlab) 038 (o ssaall Sad
) alait) oda 3 Luwludl) Slus U (e Glié Ge SasS LS
Bagall ol 7 Lo Luaad pias
:Introduction — Laudt|
Aoaiall Jsull puen balatdl 3 LSV e3all Londl) clleall a3
Axs (V[Stevenson, 2004, P.14-16] LK o3 Sasiall ¥ ol Lioada i
Yo e suniall oLyl 6 eadl Jlaall 8 cplalall sae oy (JE Ja
L G.UJJ ({.\Y"’ ‘ch &&A a:\.a.“ L_‘Sj Ao UJ! ‘5\‘\00 ‘ALC g_.ﬁ EE\.A.“ &Sj
.(i)[Bureau of Labor Statistics, 2002] LS yo¥) 4o Sl Lullaall wliliasy!
closd wndiy L a g8 Leliall SlS,al oo waall o6 ol ) BLaYL,
Lend sl al Lelio cluwds Lob @i las cams a0 )
oo lanye iad Leliall clamiall abias o e opdalll e waall Guasy
[Heizer & ,uS JSit Lond] Lulaadl (i yas s Lo g ccilondly pluall
(*)Render, 2004, P.9]

Stevenson, W. (2004), Operations Management, 8th Edition, McGraw-Hill/ (Y)
Irwin.

Bureau of Labor Statistics. (2002), Current employment statistics survey (E)
(National). Washington, DC: U.S. Department of Labor.

Heizer, J.; Render, B. (2004), Operations Management, 7th Edition, (0)
Pearson-Prentice Hall.

Ve




03973 (S a9ruus 3 .

Loatiall Jsull clbolaidl 3 Leandl) clibeall Luaal o adll ey

pogde OB Joall opdl Jaal (8 Leadl) clecuiall susl ale s
Slalaall 84 5o ?L's‘,l_;u S J&;JL 539k3 s al " Liondll Luloall 3uga”
.[(V)Douglas & Frede;ldall, 2004 {YGhobadion et al., 1994] Lelinall
Oo paall delid 5 o ggdall 5okt (o 8 oadll 028 sony (o8 o) (65 035
a3 13 23 gy donianil Lanll 6 AT Lot Laall o] Suial)
Van Biema & Greenwald, [8aa e dalae ST 30 gadl 8,0 (8lise o 9480
JEal Juvw as [© Harvey, 1998 (MVSousa & Voss, 2002 (V1997
Susn eladl "GAP-lpadll’ cised alidiul il e wall a5k
) zigail lia 3 aaill a3 13 KUy . [Harvey, 1998] daoadd) clslaall
ol gadll el aL?«:s.';A: Lied Gaudhs 4 36 Lls «(SERVQUAL aule 3lkas
[Parasuraman et al., s AT dga o BN a8 gy dga o Looad) Lilaall 6lof o
Aol Bugall yolins yalie Uiy b3 Y o gadll sda o 910V 1985]
Gaaill el 13gd 4558 dados flany audalls s g Lasiail) dalaal) 3 Laval )

Ghobadian, A., Speller, S.; Jones, M. (1994), Service quality: Concepts and ('\)
models. International Journal of Quality and Reliability Management,

11(9), 43-66.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\/)
model of total quality in services. Decision Sciences, 35(3), 393-422.

Van Biema, M.; Greenwald, B. (1997) Managing our way to higher service- (/\)
sector productivity. Harvard Business Review, 75(4), 87-95.

Sousa, R.; Voss, C. A. (2002), Quality management re-visited: A reflective (‘\)
review and agenda for future research. Journal of Operations Management,

20, 91-109.

Harvey, J. (1998), Service quality: A tutorial. Journal of Operations (\ )
Management, 16, 583-597.

Parasuraman, A., Zeithaml, V. A.; Berry, L. L. (1985), A conceptual model (\ V)
of service quality and its implications for future research. Journal of
Marketing, 49(Fall), 41-50.

ACA




1dloliadl 3 gall (Deming) geiads i ged

Looadll clilasll Jlawe (3 Aol 80 gall riass 3 sad Faakald LailSa] (50 (10
caftny . [Foster et al., 2002)dse ol Liondll wllaall Laliy —
s>lsills olusalall oo dabas (Lunlis) slase Lused (o SERVQUAL
I ATy cagailly le¥ly dulana¥ly LolaieW &y Ldlomally Loladl
Alusyly calslasdl
Aol Bagadl 35l 3 dabial) Y o Sas G hbiall (o alaly
(Juran) (ol sas (Deming) "rians” Jio o "Bagall’ ale il
aldaalls Lalad) slua¥) & 5 JSE dabls ,0a0 (Ishikawa) |:9&3_‘1.3b
ey Aoostll Slbeall 5 3sm sl s 5 sl (s o) ol clpmsiatl
el Aebad) 3ugad) 3 5luy Lokl elewlid) o waall L8 elld fpo a2l
;0 Hensel, 1990 Lavias o Land il ol ga cliloall poand Lalis
, Foster et al,. 2002;(\°)Anderson et al., 1994a (\i)Waldman, 1994
oeradls miasd asds O 13.&..3.3 daly .[(H)Douglas & Fredendall, 2004
"Out of Crisis"—"Liaall o zaall " fsiael QS & JolS Jind
sxlall ol taa ) &layls MY)[Deming, 1986] @Q\ el jall

Foster, S. T., Howard, L. W.; Shannon, P. (2002), The role of quality tools in (\ Y)
improving satisfaction with government. Quality Management Journal, 9(3), 20-31.

Hensel, J. S. (1990) Service quality improvement and control: A customer- (\ \“)
based approach. Journal of Business Research, 20, 43-54.

Waldman, D. (1994), The contributions of total quantity management to a (\ 2)
theory of work performance. Academy of Management Review, 19, 510-536.

Anderson, E. W., Fornell, C.; Lehmann, D. R. (1994a). Customer (\ 0)
satisfaction, market share, and profitability: Finding from Sweden. Journal

of Marketing, 58(July), 53-66.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\'\)
model of total quality in services. Decision Sciences, 35(3), 393-422.

Deming, W. (1986), Out of the crisis. Cambridge: Massachusetts Institute of (\V)
Technology Press.

\oy




03973 (S a9ruus 3 .

(MBNQA) The Sssall 550l Jlas & "moalld” 501 dubyl
- Sl =3l 8 — Jais Marcolm Baldringe National Quality Award
[Be]l and Keys, ?;ma';.ﬂ iy Lttt Lpie el yall o Bl danw
e Londl cllaall 3 Sugall 3ol Leal (uSan el 3ay . 1998]
) obileall 5510y Eoaall a gesall A

Basa o RS 1 G e g olad el 1is Jylaras
e PN | = poaliall by IS o elli g cdaasiinill Gilaall gy Looaddl dalaall
L 0 50 el ellsy Lhane s L2105 o Sueld ludialy s sy
Jasso (B - deadd)y Lot (pill 8 80 sl 5510) paalioe (o Bl
"DMM — iasad” (s oyl zdgaill Lodde la s Gial gl oIl 32855
Gha ol agilidas fewd Gyuals Anderson dead Lo oy ol
Badasll “).;A:M LJ.JJ LA:S Gall anling OY[Anderson etal., 1994b]
SBI] Lasasll &l = LW el yull & gosaid 1ag) an3 (Al
[(”)Rungtusanatham et al., 1998 ") Anderson et al., 1995 =l o

claie ) saatall Lusad clby)l & LaSall clasa) cuss

Bell, R.; Keys, B. (1998), A conversation with Curt W. Reimann on the (\A)
background and future of the Baldrige award. Organizational Dynamics,

26(4), 51-61.

Anderson, J., Rungustusanatham, M.; Schroeder, R. (1994b), A theory of (\‘\)
quality management underlying the Deming management method. Academy

of Management Review, 19, 472-509.

Rungtusanatham, M., Forza, C., Filippini, R.; Anderson, J. (1998), A (Y)
replication study of a theory of quality management underlying the Deming
management method: Insights from an Italian context. Journal of Opera-

tions Management, 17, 77-95.

Anderson. J., Rungustunatham, M., Schroeder, R.; Devaraj, S. (1995), A (Y\)
path analytic model of a theory of quality management underlying the

Deming management method: Preliminary empirical findings. Decision
Sciences, 26, 637-658.

Vot




1dloliadl 3 gall (Deming) geiads i ged

1as (Bas e 35le] U Lald) Dilae LasSia (55ATy dualad) oo Sa
Sy ondll ola LA AT J<ea 8 BN ellia (S 03 4 S
Logud Lilall 310Y1 LLial Sy Logd daliall ol sall C33Ea) L 1ia e
LaaMally Lagin a33 Luls,l) elall) o Sun Laghlal Gulid LaK &8 oy
5ol Luslae 35a 1 B 3 Jluals alla Llaall duo Kol 51 5all o
lgass o elld mdlng (b saly (o GFolel (B Lalay) Aol 3552l
Sl s 55 sa Je) Bagadl (8 Bate el ol sad Lulaall S5l gall la
O oLyl b sl Gl (oY) el Zada S35lay (oY)
Loy -Lolas¥ LM o 8: S ST 055 08 Lulaall duo Sall wlasall
Jady) Ciyady oaodl 138 e el pus¥) labodl Dl Lab,ull a3 56
Lo Sl elasall oo Guitdll G GMEAYS 138 wsay e o

s Zaakd LolSe] (gae (po 3Rl Jslas daalsall sda PA (e
Ll ol 058 Bgun 5 Baaall Lusall eyl (8 Leasad) ) e dsadd
i osSally ale iy poadd) Jlaall (8 DMM dgaid ol HLaals
Bl Sl o 58 o caad) o s Ll l) Slaal 383 laialy . ool
ars el Al Lalig dasad) 5ol s (8 Lawadl LS8l olus¥L
(MBNQA) Malcolm Baldrige 34 gall 7 j0lls 8355t 4S5 0¥ 4o Sl - 51
] (oI Zagaill skl wliis g3 aundil iy (National Quality Award
A BT Laal Lad Zulull o585 G - osSall Jlaall 5 Galal
O by Laianl) of Goondd) clilaal) s pad Loeilly canl) 3] Lilsel
salie Lojles suay Loloay! il Danlyan ¥) LaiSe ¢\6<5 Y Ll yul
Al wl Sy ol (8 L sSall cluwall G YRR RPN
Ol NEAN (ste 8yt Llaay Lioka) ) eyl 8 Lua Sl sl
DMM £ised couny Sapall lagiluslas (3

\ee




03973 (S a9ruus 3 .

:dau¥l &dlal g The Deming Management Model Y zagad
sl Loty sslae T e DMM gl g lo¥) gipaill (s 53

LLEuall 4550 oo Dl polaall sday o(V) ad, dsaadl (8 Gasall 53
laall 3y lailly laiall aslally Ll oglailly dulall 5500
a8l ALl sla ) ) 3adats aa sty Cplaball sligy Gl kil

(V) p85 dss>
DMM — giasal s oyl gagaill dasuall | glaal

Comments — ¢ g Constructs gt

L5y dulesy 3283 Jo Lldall 3,0¥) 3,08 Visionary Leadership Lging,s Lladl 3oLal
3 Bty ge Line Luwniall sull sl

et panlly dans 3l
dl Legieys 5 dabilly SolaYl 3,05 sue Internal and o ety Jalad oslasd

= i:\.‘.ALJ (Lwndlss p2) daid 3 Li,asy External Cooperation
oxdpally oS58 pa Tty ool

g5 a8 Lolalal Ca,a8 Jo dalanl) 5,08 (sua Learning — f:bdll
BB S5 3 by Wbles okl
o

Sl lall g il Lagil) el jlad) de gana Process Management — dalaall 3 ,lu)

Slbaad S ge 3S5 3 LSsbal
Yo Tyl Llpadl ldaally Slelaly
a8 S Je SSAN e

de g_s;‘:‘l‘ okl Loglia Je daknll 3,08 Continuous Improvement jaiwll s slaill
Leload s Lilatiog Lililee & glayl

leobeials Tkl 3 cplelall jsas sae olid 3udasy slisly culelall jpas

adogad (sany agilid g agilabiials Employee Fulfillment
Al Ba8aT a5 ey Ll LYl
Kan Ladly sla)] Je dalaidl 5,08 sua Customer Satisfaction (5L L))

plt s aptlaliaay Sl saey seiwe
o asil] Losd) il A G Leidial

Ve




1dloliadl 3 gall (Deming) geiads i ged

03815 gl L ol ) Laloall DA apshy slaell sia catii
DA e Lajskis osialdl #¥3a a5 . fAnderson et al., 1994b]
"etan” Jlal Jsa Loball LSy claally Sladl ills dasl e
osiall asasily ale Ui AT Susall slale Jlacly ool (S
Llaiw¥L el g «(Delphi Study) gi.Ls Qb dblug WBAs &Y &
Lol asaliall wanSl Gyl Gaasleally el puddl g CasslSYI o Bany
snss T(Deming, 1986) piasw Jlac¥ 3rie p¥) LEN 5 L)
il Lty S slae a ad aualiall e CBiad o3 SN Y pal
oo g Yy (N pB dsiad ) Tetaad’ @Ol sl
fal Lad ostaldl ol DMM zigadd Zavaadl jslaall o Ldloondl)
Dowia sslaall sdgd o |saiital s 3oloy! 5 il elosdl dlols &,k
5 Lian 5 asd a3 b el o Y 3 pas eclansdl 0 EREOp
(V) o JSad (B e 58 LS Jala ok Sl] S
25 el o sin DMM gised olusd dllad Zaalyall VA Gy
9 oiady Jeld JSday Wilae pasadd) SloAl clgla L, ol
ookl Gl jan cans g Gaa feld G g 3451 (")[Anderson et al., 1995]
|poaiid iall ¥ 58 of Lad S5 o G 005 sl ol ol
Zeliall 3 Supad Jon Lot &00 duly 3 e Ll @3 pulie

Anderson, J., Rungustusanatham, M.; Schroeder, R. (1994b), A theory of (YY)
quality management underlying the Deming management method. Academy

of Management Review, 19, 472-509.

Deming, W. (1986), Out of the crisis. Cambridge: Massachusetts Institute of (YY)
Technology Press.

Anderson. J., Rungustunatham, M., Schroeder, R.; Devaraj, S. (1995), (Yi)
A path analytic model of a theory of quality management underlying the

Deming management method: Preliminary empirical findings. Decision
Sciences, 26, 637-658.

\ov




0‘9973 (S a9ruus 3 .

Usale Laco ellia o 1691 Zulpall canssis (" [Flynn et al., 1994] Zuallal
Tnasall Bl Lol Loy byl hady 0 clusydll bl
Lo By 5 ¥ Ll SIS 00aT dslas (V) a3, S 3 agadlly
[Rungtusanatham et al., lgwids Ly dall ol geuaiuly W) 3
Ll Lol el s &y sio Sl L8Laaay) LAYl A e .(TV1998]
B 538 Gyl ) 6 el oy aé ey DMM 3 gaid clidall laaal g Laca
Aol 85 M sl o5 Zaie ol 8 La ol S35 Zgulttall il ol 512

Zisall Tl LS pp 8Nl ells ol

Al s sl (el esal) _y skl

Internal and External Continuous

Cooperation Improvement
Llall salal) 435 ) Aleall 5y Gl elia )
Visionary Leadership Process Customer
Management Satisfaction

ol nlalally pa sy clalall oldg
Learning Employee Fulfillment

Losdll Baga 3 lay 7 AR (s, JUsyl — (V) Jsi
(DMM — giassl s Jluy g 3 gaill)

Flynn, B. B., Schroeder, R. G.; Sakakibara, S. (1994), A framework for (YO)
quality management research and an associated measurement instrument.
Journal of Operations Management, 11, 339-366.

Rungtusanatham, M., Forza, C., Filippini, R.; Anderson, J. (1998), (Y'\)
A replication study of a theory of quality management underlying the
Deming management method: Insights from an Italian context. Journal of
Operations Management, 17, 77-95.

VoA




1dloliadl 3 gall (Deming) geiads i ged

Da oo Leasal) slilaally e — L Lhual ooy — &SN &l ol L
e Lalpall sadiel .(W)[Douglas & Fredendaﬁ, 2004] Laall oloaddl &
gised ol AaY) Santall cl¥ ) G Aatue VAT oo Lilje Te
Laall clwiall Bl §5he Lulyall 3 canis 25 oy Lag &Y alasll
DA conn Gl 31 e Suciasy DMM g3 gail Lol slaall e Lisay
e Lol egiaty . ("[Anderson et al., 1994b] La S5 e (30 1531 Ll
Bl (85-(1) kS 6 gl Bianall Sl s Busne o LS
Slals Ll olngs 3 oS aas DMM gisas by a3 gisaill L sbl
clidle auf s 34l ‘u 009 (MBNQA) 3usall "mapulh" 73 gals cuie 383l
O Ul e¥ulaall pises Jalad) Lolaayl Ll caagly Lilal g Al
gl goalls £seg DMM dssh (o IS o (sle asiny il shall 35
(g9 Sy padtud 13 DMM i saly &8s Judl By sy
5 Basadl Bl e I el yull e wall sgay e ad )l e
u Sl Lioad slaal Gk Al Lols Basiall Lusall ooyl el
Badri, <" Badri et al., 1995]de liall s Jsa 35,55 clulall sda aliaay
s " V[Badri et al., forthcoming (b)] Luaall Luaaall Tall s 1999

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (Y\/)
model of total quality in services. Decision Sciences, 35(3), 393-422.

Anderson, J., Rungustusanatham, M.; Schroeder, R. (1994b), A theory of (\‘/\)
quality management underlying the Deming management method. Academy

of Management Review, 19, 472-509.

Badri, M.; Davis, D.; Davis, D. (1999), Quality service in the hospitality (Y‘\)
industry: an international perspective, Middle East Business Review, 3(1), 22-48.

Badri, M. (1999), The effect of quality management on firm performance in (\‘ )
the UAE: an empirical study using path analysis (in Arabic). Derasat, the
Journal of the University of Jordan, 26(2), 283-311.

Badri, M. The Baldrige Education Criteria for Performance Excellence (\‘\)
Framework: Empirical Test and Validation, fourthcoming (b): International
Journal of Quality and Reliability Management.

Ved




0‘9973 (S a9ruus 3 .

()

L8l Coanad) Sl
.(W)[Badri et al.,

8 DMM g slaal e adiad pad Llladl Lyl L

[Badri et al., forthcoming (a)] Liaslaill Loicasll

1999]

Ay Lowadinl Ll laddl Dol 8 58wy e Sa Jlaal)
Lila] (sae o @8I (V) a8, JSE) sy Lo jisell SN
Ao Sadl Looadd) Bl pald JSin g Leaddl Bl 8 zdgadd) aladsil
el pise ge gisadl mes Lad Tulul Jslaia &l
ol abalyall e waall diay .y ghaall zagadd) SLSAY dglas 3§ 8asall
soliall e (g gians Sagall Malss sy Busall gl gisad of 5
("york & Miree, 2004 f(w)Flynn & Saladin, 2001] Cowwsi ) LMY

["Bell & Keys, 1998 «"Zhao. et al.,

2004

Badri, M. Abdulla, M.; Al Khaili, M. Quality of medical care in UAE
hospitals utilizing the Malcolm Baldrige Quality Award dimensions in
healthcare, fourthcoming (a): Journal of Gulf and Arab Peninsula Studies
(University of Kuwait).

Badri, M.; Davis, D.; Davis, D. (1999), Quality service in the hospitality
industry: an international perspective, Middle East Business Review, 3(1),
22-48.

Flynn, B. B.; Saladin, B. (2001), Further evidence on the validity of
theoretical models underlying the Baldrige criteria. Journal of Operations
Management, 19, 617-652.

York, K.; Miree, C. (2004), Causation or covariation: an empirical re-
examination of the link between TQM and financial performance. Journal
of Operations Management, 22(3), 291-311.

Zhao, X; Yeung, A.; Lee, T. (2004), Quality management and organiza-
tional context in selected service industries in China. Journal of Operations
Management, 22(6), 575-587.

Bell, R.; Keys, B. (1998), A conversation with Curt W. Reimann on the

background and future of the Baldrige award. Organizational Dynamics,
26(4), 51-61.

(")

(%)

(V¢)

(o)

(")

(V)

Ve




1dloliadl 3 gall (Deming) geiads i ged

Silusss 31 3 DMM £3943 3 dasanll shaal & ikl Ld12
LEVYLEN I EVEEN

o9 IS iad Jslaiws DMM 3 g Lsa¥) Lalall dlolid) daa yall
b (hoaal Bbaisy ("V" a8, JSAl crung) Bas e Do) laal)
e 5 ymall Lianl (gn (o iatl Ll Sty Liasil) vl
S Sl el pali pald JSa Lagall Lasdl B
Aroadll Bl (8 Bogadl slas crendiil
:Visionary Leadership — Lulall doLadll {aludiiuall da (\)

Lol Leal gual IHL.A [ Cglal B gall 3 luls cuie =y bl ol alaas
Sl s e aell ey Lu.uL.wl |JJML6M\}AMJQ.LAJ‘LHLLL’J| SoLall LLEs )
o (2 Lo 58l o3gd aes (6f aa3 ol o Bagaaall cludull Gaes dia Yok
M.a oaian 303N jgne o Leadl By gad diaal yo o g (7 )[Hdrvey, 1998] (s «JGall
i o TVChase, 1996] (553 s AT Lali o g Laosil) Slawsall b s o)) Sany
Llall 3 ,lod Llsiall L0 Hsme o el asdn ¥ iy c_«ay d..u‘._\.m Ot
Ore waall Jlia g . Luoadll uL.m_uJA.“uiJ.AAA‘ c.\‘..ud.\sA.iuJLu.uLw‘ b.‘a.m.).u_u
J<aw 555 Llall 8oLl LbSiall 50 5 gae () La..l Y U.Jl A Y sl
S Bagadl S0y aladl isaill § AV jglaall o waall e yilie jue g il
) .[(“)Foster et al., 2002 f(z')Badri et al., forthcoming (b)]dseasd] elowiu 5l

Harvey, J. (1998), Service quality: A tutorial. Journal of Operations (V/\)
Management, 16, 583-597.

Chase, R. B. (1996), The mall is my factory: Reflections of a service Junkie. (V‘\)
Productions and Operations Management, 5(4), 298-308.

Badri, M. The Baldrige Education Criteria for Performance Excellence (& -)
Framework: Empirical Test and Validation, fourthcoming (b): International
Journal of Quality and Reliability Management.

Foster, S. T., Howard, L. W.; Shannon, P. (2002), The role of quality tools in (i \)
improving satisfaction with government. Quality Management Journal, 9(3), 20-31.

1




03973 (S a9ruus 3 .

Sagdy (Laall sleadll Jie) cloaddl Jlaas cute wluwl s dliag
Arndt & Bigelow,] 8 gadl ol 5 3aalad 6 0Ll Ll el L350 Luaa¥
(ii)Huq & Martin, 2000; (”)Bende; & Kransick, 1995; (”)1995;
Goldstein & (N)Meyer & Collier, 2001; (io)Motwani et al.,1996;
LAY 8og,i caldl clwall sia gang [)Schweikhart, 2002
Ssa sl CBlua¥) 3a8an! sulaill da e 8 Joldy ola i Lladl 5 luy
Gl Llall 3,531 alis 3,52 u\sh‘-:“ Shay Bagad Bl melss o
Banlsll L3 JB 5 Jans o e gan) Gl Tabiiall ol sal gai
sl 83U LK) Jab';}‘}!l padfy aal e AL Wlaall 4asl Glas S
(oAl Tl e Tatiall Al paen
il Ll iy el SLA LS el 50 e 0 by
clawiall s giwe e el g (MBNQA) "ryudld” Bugall ised 8
o Llall 5,001 o pisaid) itays . CYINIST, 2003] Lasal Lot
) .:L;Ja.'pdlés_u.;ﬂ ol el Saudail e g5l

Arndt, M.; Bigelow, B. (1995), The implementation of total quality management (i \‘)
in hospitals: How good is the fit? Health Care Management Review, 20(4), 7-14.

Bender, A.; Krasnick, C. (1995), Total quality management: Lessons learned (2\”)
from the medical practice environment. Health Care Supervisor, 13(4), 70-76.

Hug, Z.; Martin, T. (2000), Workforce cultural factors in TQM/CQI implemen- (i i)
tation in hospitals. Health Care Management Review, 25(3), 80-103.

Motwanni, J., Sower, V.; Brashier, L. (1996), Implementing TQM in the (EO)
health care sector. Health Care Management Review, 21(1), 73-82.

Meyer, S.; Schweikhart, S., (2001) “Empirical support for the Baldrige Award (i'\)
Framework in US hospitals”, Health Care Management Review, in press.

Goldstein, S.; Schweikhart, S. (2002), Empirical support for the Baldrige Award (EV)
framework in US hospitals. Health Care Management Review, 27(1), 62-75.

National Institute of Standards and Technology (NIST). (2003), Malcolm (E/\)
Baldrige National Quality Program Health Care Criteria for Program
Excellence. Gaithersburg, MD.

'Y




1dloliadl 3 gall (Deming) geiads i ged

:Internal and External Cooperation — o ladlg JAlall ) glaill (Y)

AN bl [ sne Lanl andl Jlaall 3 byl o wandl ids
ol e Lins Luasddl allaal slasie Gl s, ey aslally
Loalall sl ) 3 sl ol pall 550l 3latall yemtall Laaly Yias " 1214l
sia pline i el 3 il el Sl Lalal pualially clost) Ty
E9[Cook & Verma, 2002] &l s Sdailly copuilly Jas¥l e elulall
L. )[Anderson et al., 1995] L.a:,l & Liall yumie opialdl (aa Cluayg
Looad slawsiall g5 = Lald 55 5ms — Lhadl it ol olail Suslic
Do oAl 53a0 dus (Mo (i gas) Gma s oS s bl JS i b 3 3
ops -oludall sda 8 LBl Gonall clilaall cMaas diie <S50 Y 3a
— 35 Loakall Lot aaaess cliloe 3 Gpuan JA0 oS80 B Lk o ¢y giall
[Callahan & Lissa Gpeens ale J<os Lasial closdl j5hs ) — el o0
O A SISl Tula¥! 3L o LAY Gand g - Moretton, 2001]
e 5 o e(Loall 0 sl 5lul) AL 0l 5 s e sbls S 55
£Y 54 ey .[(OY)Douglas & Ryman, 2003 ° Gittell, 2002 ] oAbl La, da s

Cook, L. S.: Verma, R. (2002), Exploring the linkages between quality (i‘\)
system, service quality, and performance excellence: Service providers’
perspectives. Quality Management Journal, 9(2), 44-56.

Anderson. J., Rungustunatham, M., Schroeder, R.; Devaraj, S. (1995), A (0 )
path analytic model of a theory of quality management underlying the
Deming management method: Preliminary empirical findings. Decision
Sciences, 26, 637-658.

Callahan, J.; Moretton, B. (2001), Reducing software development time. (0\)
International Journal of Project Management, 19, 59-70.

Gittell, J. H. (2002), Relationships between service providers and their (0 Y)
impact on customers. Journal of Service Research, 4(4), 299-311.

Douglas, T.; Ryman, J. (2003), Understanding competitive advantage in the (0\“)
general hospital industry: Evaluating strategic competencies. Strategic
Management Journal, 24, 333-347.

iy




03973 (S a9ruus 3 .

Oren3 50 ool alliilly AR Al o Gl sule o oyl
Basa Ol Jlad e IS 1) Gawitl) o ol G o sale JSit Loatall Losdl
L [Carmen et al., 1996] gl JCty 5 B Lol clilanl

Ol e pwlid iy K50 Gl MBNQA " euyull” 3 5ad L
Zea 0o Omaslal S8y Dea o Lasdd Lushall 3 culilall
I oslatll e o3 melingl B olealad Gosae dliay (AT
SO e 58535 dea o Lol wolsall Bl ysae Leas (aola
(AT g e SISl
:Learning — P:L’.I\J! (V)

LY Ga bl JLad¥l 35k e Sale al cloadd) @l o ol (e
Ll e Lioadl Lubaall e Lo 1ia g s AT Lo (o ot gosiag Ly (00
bl s . [Stevenson, 2004] ¢EL5N s Laadll ande oy sy TS L Y
S Loe Laadll puie gol alaill o p 55 I8 I (o055 05 sda JLa¥I TS o3
K sae it CV[Roth & Jackson, 1995] als 15y Leasll Libeall e
B0l g el BLE Jio oy fall Gans Gy Goob e Leeadd) cliwal
Zoadall Lonill Buga e 55 Jolgall sia o Bl gty Lualisyl s Laml)
ibee S

solie o cudbs gadl Coyus o (*“)IHaq & Martin, 2000] o IS (52

Carmen, J., Shortell, S., Foster, R., Hughes, E., Boerstler, H., O’Brien, J.; (Oi)
O’Conner, E. (1996), Keys for successful implementation of total quality
management in hospitals. Health Care Management Review, 21(1), 48-60.

Stevenson, W. (2004), Operations Management, 8th Edition, McGraw-Hill/Irwin. (0 0)
Roth, A.; Jackson, W. (1995), Strategies determinants of service quality and (0'\)
performance: Evidence from banking industry. Management Science, 41(11), 1720-1733.

Hugq, Z.; Martin, T. (2000), Workforce cultural factors in TQM/CQI implemen- (OV)
tation in hospitals. Health Care Management Review, 25(3), 80-103.

11¢




1dloliadl 3 gall (Deming) geiads i ged

el s T GA ) ok Lead sl ol lgally slas¥ly Susal
[Bender & Ladl elli I TLaYls eeadll clivwball B & Laldy
Loaloa¥) cliall o iy alaill jgae o ) ol (*MK rasnick, 1995]
el Sl 8 Busad) 550 ol ladd o3

i Lt Badl Sugall 8 MBNQA "moull” ylas daal ey
o -Jals U< sLaiall laly o) (e Laal I sl JS
550 (Mias Lsas Guly uoling Jib 1) alaill sae o ise
siags Al Sl e a2l e BTN e LgThate sae (8 deliial
95 Lol Sl b alail jsmal mamal) Gt o pfiall) paay
Lol Bl 5 ol e ouladlly S¥1 3 5L Sl
L*YDouglas & Fredendall, 2004]
:Process Management — dalaall 3 ) (£)

clapladl el s Llaal 5,000 of ([Anderson et al., 1994(b)] el
33 Dalaall oYl e 365 (0 Dalisa lland 5] e 355 3
Slaall el JS50 15355 peils LAT Siaa cddpatl clleal 3,0
le clloall 350 axalie Gub aes 8,8 el s dliag Lgald g8l Gul
[ Kellogg & Chase, 1995 «*V)Shostack, 1984] L Zeassll clulasll

Bender, A.; Krasnick, C. (1995), Total quality management: Lessons learned (0/\)
from the medical practice environment. Health Care Supervisor, 13(4), 70-76.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (0‘\)
model of total quality in services. Decision Sciences, 35(3), 393-422.

Anderson, J., Rungustusanatham, M.; Schroeder, R. (1994b), A theory of (W )
quality management underlying the Deming management method. Academy

of Management Review, 19, 472-509.

Shostack, G. L. (1984), Designing services that deliver. Harvard Business ('\\)
Review, (January-February), 133-139.

Kellogg, D.L.; Chase R.B. (1995), Constructing an empirically derived (WY)
measure for customer contact. Management Science, 41(11), 1734-1749.

\1e




03973 (S a9ruus 3 .

clivas B ) Llaall 55l cuie ) clul,ull Gaoas Koy
a3 Jg¥! Gl (“"[Douglas & Fredendall, 2004] Lousi,
ali3 La< e 5,08 (AU Auail) L [Shostack, 1984] Lueaa) Lulaall
oo deladl e el L0 LaSy ool o Jlad¥! Llae 5500l dalaial
[Kellogg & Chase, 1995] dasdall Licaadl dilaall

Jie Lelelyaly 8asadl 50 olads HLadl e Sl Guvaill <,
Stewart &] Lueadll Tl Graus ellyy Ablaa¥l LI LA aladil
.[(‘\O)Sureshchandar et al; 2001 f(u)Chase, 1999

Losd ) clife 3 Bagall 3L et I alulyll (o diag
e soaal (555 asadl 509 grals (3 el 5,0 duaals Lt cm s
oyl o) Spstnal sllaall e Sl JS0 35 Daall S04
(" [Shortell et al., 1995] atuall johill 13a gl uld A Go ellly
LMe Lilaall 3,18 o ("“[Kunstal & Lemmink, 2000] s wald IS
Oplalall Lis 9 AL Ly Lty Bugad) el s 800 8 dbie

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (‘\\")
model of total quality in services. Decision Sciences, 35(3), 393-422.

Stewart, D. M.; Chase, R. B. (1999), The impact of human error on (1¢)
delivering service quality. Production and Operations Management, 8(3),
240-263.

Sureshchandar, G, S., Rajendran, C.; Anantharaman, R. N. (2001), A ('\0)
conceptual model for total quantity management in service organizations.
Total Quantity Management, 12(3), 343-363.

Shortell, S., O’Brien, J., Carman, J., Foster, R., Hughes, E., Boerstler, H.; (T\)
O’Conner, E. (1995), Assessing the impact of continuous quality improve-
ment/total quality management: Concept versus implementation. Health
Services Research, 30, 377-401.

Kunstal. P.; Lemmink, J. (2000), Quality management and business (W\/)
performance in hospitals: A search for success parameters. Total Quality
Management, 11, 1123-1133.

V11




1dloliadl 3 gall (Deming) geiads i ged

fisad oasd L, Dypae a3 Lileal) 5500 of Lad Ladly
o b 1,85 jsaall o Gas3d Eua Busall "MBNQA mull”
oo oSy ertlin a1l S, gipail Gk s AY slall GAay
(s AV sl 35k
:Continues Improvement — yaiwall , glaill (0)
) ("[Douglas & Frednedall, 2004] Loondl) &l & Bugadl 5,00
o Leadll cbilaall Jlaw (8 Baganall clwlull ol olld e as
[Roth & Jackson, s el JJ) LLayL .(M)[Sureshchandar et al., 2001]
o Loudl) Zabiial) a3 8 patenal) uhill Leaal Y o puis (71995
Sty 5351 sl il o il Gy AL B pas lasd psEs
Bagall 3ol el (8 Lasgas 55 SN dabsell LS § il

A (oels JSin Lo Sall) Londll wluwwiell o wasll dliag
Carmen et al., 1996] Sogatly saiaall el T.:\_u..c Lo KIETIN
S Tugale w3l N gu5s saiuall kil foulie al53N T o sialill (s

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (W/\)
model of total quality in services. Decision Sciences, 35(3), 393-422.

Sureshchandar, G, S., Rajendran, C.; Anantharaman, R. N. (2001), A (‘\‘\)
conceptual model for total quantity management in service organizations.

Total Quantity Management, 12(3), 343-363.

Roth, A.; Jackson, W. (1995), Strategies determinants of service quality and (V )
performance: Evidence from banking industry. Management Science, 41(11),
1720-1733.

Carmen, J., Shortell, S., Foster, R., Hughes, E., Boerstler, H., O’Brien, J.; (\/\)
O’Conner, E. (1996), Keys for successful implementation of total quality
management in hospitals. Health Care Management Review, 21(1), 48-60.

‘v




onATj (S a9ruus 3 .

acias i Busall Laladl Lt all ol ull oo waaall dliag . cib3 L,
[Routhicaux & 5L Ls L“.:&.o iwall aglaill aggde e ulu¥L
MGuthek, 1998]

sabauall poshaill yimie acus asihs Gl "MBNQA osull" raliys L
8 oS O s LS il sl e Tyslis 1,805 o o 2ty s eaalidy
i Sl LT o cdlald Ln Lpad Lo Sall claliiall i Jlacall 13
Lo clanl el cladiaall o i€ 3 pdas ooy diala Lgid el
bl 138y (Westphal et al., 1997] Ga3sil) clacwe 18 (o 8 yaioue
ol Gl Lo Kol lalatall 8 ol yalunall sushadll sme o Sias
Jlas Uiy 8ugall 504
:Employee Fulfillment — &I3) 3adaiy jgadillg Galeladl ¢l M)

sy ssme uliS Al O ("*)[Anderson et al., 1994 (b)] e
sae &3 A LAY ol radally Ll Bl gall S ydGey il
6 LBl onall 138 Liiays s Jans 3 Zabiially dlany Joladl il
Jue s Laukill gally clulall B e Sagad pilad poes
o oS iy S50 can Ll O gaialll Gaes Sh JBN
Jolall alall jsaill o Lok Be olia 0¥ (Jleall Ladsgl Ll

Routhieaux, R.; Guthek, B. (1998), TQM/CQI effectiveness at team and (VY)
department levels. Journal of Quality Management, 3, 39-62.

Westphal, J., Gulati, R.; Shortell, S. (1997), Customization or conformity? (\/Y)
An institutional and network perspective on the content and consequences
of TQM adoption. Administrative Science Quarterly, 42, 366-34.

Anderson, J., Rungustusanatham, M.; Schroeder, R. (1994b), A theory of (Vi)
quality management underlying the Deming management method. Academy
of Management Review, 19, 472-509

VA




1dloliadl 3 gall (Deming) geiads i ged

838 U3 o Lesdall clendll oSlgiiall alall [pally Laliall olas
(v‘)[Hensel, 1990] Jo g5 LS .(vc)[Sureshechandar et al., 2001] dolaiall
sosnd ) Bale g el Bl o e K55 deplie L )
old ol an®l ool Lo say IS allill fo T8 ¥ e b
S 0SS Leaddl Labiall Ldphuse o (o Ol ) Dlle Sasa
"aalae o eld 4l Jalall Ld e U ealiall Bl o pal GlA
o Ladd) cluwiall cdie A clahull pe waally ol 3
clasdias Basla gl GBS Calolall sl H9me o 5N o w0 ¥ AL
MDouglas & Fredendall, 2004] Zioaal dilasl)
Al clgl 3a3a3 o ([Amdt & Bigelow, 1995] e JS LMy
sles Al claniall Go waall Jeally Gud buad o5Ss 03 cplalal
O Gsdass [Boesrtler et al., 1996] Otialdl paay s b e ad Ll
Slass 333 Lo Bule calelall Lasge s slayl a3ilh A Leasad) clalaiall
O osiald Gy lie i ilagall L, olys5e 8 Lad dlle

Sureshchandar, G, S., Rajendran, C.; Anantharaman, R. N. (2001), A (\/0)
conceptual model for total quantity management in service organizations.

Total Quantity Management, 12(3), 343-363.

Hensel, J. S. (1990), Service quality improvement and control: A customer- (V'\)
based approach. Journal of Business Research, 20, 43-54.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (VV)
model of total quality in services. Decision Sciences, 35(3), 393-422.

Arndt, M.; Bigelow, B. (1995), The implementation of total quality manage- (V/\)
ment in hospitals: How good is the fit? Health Care Management Review,

20(4), 7-14.

Boesrtler, H., Foster, R., O’Connor, E., O’Brien, J., Shortell, S., Carmen, (V°\)
J.; Hughes, E. (1996), Implementation of total quality management:

Conversational wisdom versus reality. Hospital & Health Services Adminis-
tration, 41(2), 143-159.

‘14




onATj (S a9ruus 3 .

Gl zoos Lo BE Gl deliell o Jgun Gulolall sligl 3a8a3
sda ) Gua (daliiall daadd S Ol Boatiall &Slially caal sl
[Hug ¢ JS Jamsis Aol 5o sall 3500] ol s (58 pulat) oo sualiall
Lol slac) smy Olivans dplie o ) Y& Martin, 2000]
Sl gelod il kel el Leaadl slalatall 5 LS U<ty Galelal
| gaa s “V[Shortell et al., 1995] Guual cfials old (g,aT Lals (o y .5 gal
595 8asadl galonl malil Gt o AT Lias LAl muss (el
alsial 5 Allaal) clBal (g sy Coalelall il gl Ll 805 ) L
sl ol (S 350 L8 Sugall "MBNQA gsully’ ali s L
o5l @3 Gey dgad Jery A sLaGR) olas sLislh Jelall jsad sue
elliy dladall Guy G Bl e lrdbe Guld JNA o G Gadaty
sl ool gell Bl ssme say calisall Lt glaall ual as
Lol i slanall clasie s Cras lliS
:Customer Satisfaction — Abyll Lay (V)
Sl paen b Loy Ll ysas siing BN sliiy] o oS5al

8 Blisall sl pall aline 3505 Luoadd) clilaall 8 Susad 55l a3
P cle, 38a5 sue B Ly Leadl Dbaall aoads &)k sl

Hugq, Z.; Martin, T. (2000), Workforce cultural factors in TQM/CQI implemen- (/\ )
tation in hospitals. Health Care Management Review, 25(3), 80-103.

Shortell, S., O’Brien, J., Carman, J., Foster, R., Hughes, E., Boerstler, H.; (/\\)
O’Conner, E. (1995), Assessing the impact of continuous quality improve-
ment/total quality management: Concept versus implementation. Health
Services Research, 30, 377-401.

Harvey, J. (1998), Service quality: A tutorial. Journal of Operations (/\\‘)
Management, 16, 583-597.

\Ve




1dloliadl 3 gall (Deming) geiads i ged

LI alalaall o (")[Anderson et al., 1994 (a)] oAl Gsials (523
[Nilsson et &g Al Cieds . 5L sl ) sle ch.l 5505 335l dass yall
Sl sl o BNl Lbls a3 Leand Zalaial) o “Yal, 2001]
e g5 o CPRustetal, 1995] (e JS (5 3 bl ol Y
ALl Llaayl e sladall 5,05 LA:\T 8aboll (M ue LI L,
cluwball (8 Bagall b cuie Al clubull alaas of Ladig
o) g Liosdll wlilaall 3 5,dlie Lol dds g0 5L Ls, e oS, duonal)
s3a o Sy MV[Zabada et al, 1998] (Go,AY) S, AL
>isas ES aly (Ao sl e Jos Al ol pddall Gulads al ol ;)
.(Av)[Douglas & Fredendall, 2004] k3§ ual

Sl i se G bl a4 “"Arndt & Bigelow, 1995] ¢y s,al (5229

Anderson, E. W., Fornell, C.; Lehmann, D. R. (1994a), Customer (/\Y)
satisfaction, market share, and profitability: Finding from Sweden. Journal

of Marketing, 58(July), 53-66.

Nilsson, L., Johnson, M. D.; Gustafsson, A. (2001), The impact of quality (/\i)
practices on customer satisfaction and business results: Product versus
service organizations. Journal of Quality Managements, 6, 5-27.

Rust, R., Zahorik, A. J.; Keiningham, T. L. (1995), Return on quality (/\0)
(ROQ): Making service quality financially accountable. Journal of Market-

ing, 59(2), 58-70.

Zabada, C., Rivers, P.; Munchus, G. (1998), Obstacles to the application of (A‘\)
total quality management in health-care organizations. Total Quality
Management, 9, 57-66.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (/\V)
model of total quality in services. Decision Sciences, 35(3), 393-422.

Arndt, M.; Bigelow, B. (1995), The implementation of total quality manage- (A/\)
ment in hospitals: How good is the fit? Health Care Management Review,

20(4), 7-14.

A




03973 (S a9ruus 3 .

8eiS a8, wlyidiey e (o B (audAS ol dde o (LGN sLa))
el weling o dlsl s s 0AT dea oo Liallady Losd) ciilaad
Lol oladdll oa] g AL cln)] uias 3usall "MBNQA
4l 235 Hsae say “V[Shortell et, al., 1995] 5agall ol
il ol 45 9,8

T sl sslaall e i o s Ll olns¥ ALelial) Laal el o
Taps aady s (Validity) Ldlons 5 Lasa o (V) ad, JSal 3
Go aanl lligd o)l luaballs cuie G el 3 Lals, L
oo it — Linaall @loadll Jio — Luoad F s el 3 ol
Douglas & Fredendall,] jslaoll sia due & 3L3§|..s.~a.d‘ c;LL_CAl NHIEN
<"V Flynn & Saladin, 2001 < VGoldstein & Schweikhart, 2002 <* 2004
[Shortell et al., 1995 ¢ (MCarmen et al., 1996

i 0 Tlasal) el e saall o Jlaall 138 3 S5 o Gy
ol sig) Talie Lidloims ollia o Eiius Laiad i Lasiasd =Ylos

Shortell, S., O’Brien, J., Carman, J., Foster, R., Hughes, E., Boerstler, H.; (/\°\)
O’Conner, E. (1995), Assessing the impact of continuous quality improve-
ment/total quality management: Concept versus implementation. Health
Services Research, 30, 377-401.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (°\)
model of total quality in services. Decision Sciences, 35(3), 393-422.

Goldstein, S.; Schweikhart, S. (2002), Empirical support for the Baldrige (°\\)
Award framework in US hospitals. Health Care Management Review,

27(1), 62-75.

Flynn, B. B.; Saladin, B. (2001), Further evidence on the wvalidity of (°\Y)
theoretical models underlying the Baldrige criteria. Journal of Operations
Management, 19, 617-652.

Carmen, J., Shortell, S., Foster, R., Hughes, E., Boerstler, H., O’Brien, J.; (‘\ V)
O’Conner, E. (1996), Keys for successful implementation of total quality
management in hospitals. Health Care Management Review, 21(1), 48-60.

'Y




1dloliadl 3 gall (Deming) geiads i ged

york & Miree, 2004 | cdBid) clawall G oy Lasall Lol
.[(W)Lau et al., 2004 f(M)Mann & Voss, 2000 f(“)Czuchry & Yasin, 2003

50 Ll cnie 3 Bl clua¥) 35,0540 sia e adll ey
Ba o) Lol Sl o Lglaall sda Jle S YA Ga Susad
53 Lalpall sda i Glaly sHAY) deasdll il T 23300 aLaia¥ly
oo el 5 o sl Lranil il 8 a5, ol LAY oy aus
a3, UK 8 das el ZOLAN w3l Yo Lulyull (a8 S5 YA
Gl Jusdl *‘Jﬁl‘ Ly G2 a0 pans paads o Lad Jslaiug (V)
bl slae L LS lgd Sapall claslans Slleyl 6 Lo sSal
UDMM gl gyl
Eisd b oAkl B LA DSl D07 e i
S S s ke ol 1] Lelte i slaall 3L el s SDMM
Tambe 3180 Ll L 8,000 Tulasy) Lhiiiawdl T30 of ks
Boud GLES (5 " hans” oSTady . aoladly Al o glaill a0t dasas
Lol Daboall gkt sa iugdl OIS 13 "Teanl' mie e eLsdl
ot L) Aghanall o 501 e Siias (M Deming, 1986]

York, K.; Miree, C. (2004), Causation or covariation: an empirical re- (‘\2)
examination of the link between TQM and financial performance. Journal

of Operations Management, 22(3), 291-311.

Czuchry, A.; Yasin, M. (2003), Improved e-business with a Baldrige-based (‘\0)
methodology. Information Systems Management, 29-38.

Mann, R.; Voss, M. (2000), An innovative process improvement approach (‘\'\)
that integrates ISO 9000 with the Baldrige framework. Benchmarking: An
International Journal, 7(2), 128-145.

Lau, R.; Zhao, X.; Xiao, M. (2004), Assessing quality management in (4V)
China with MBNQA criteria. International Journal of Quality & Reliability
Management, 21(7), 699-713.

Deming, W. (1986), Out of the crisis. Cambridge: Massachusetts Institute of (‘\/\)
Technology Press.

\vy




onATj (S a9ruus 3 .

S siums o ilie Sy 55 Ll suaie o Bl g Leliiall (8 Lia ) da
) Lol Taill sday uesdll daliall i aslally Llall ol
(“Anderson et al., 1995] Lueliall Tl 3 s L3l Gusall Lol
Al ke LAl Te J5¥1 G20 (o

Lot Ja53 (Bl Labad 3 a0 Labaiunal) &350 : 531 o A0
s gSall Lisudl) SLELAN 8 oAy Akl §glasily

(5 5o b aSaT 1 o Sl 3 el 3Ll o ) ol pal et
DIs Gay BBl sl pall yuad LAS 8 LeaSasy dlly daliiall 8 alan)
BEL Sl g o sal el Alll juiatlly aee sl el
pcd (e ‘“'J'“ sles 0 ')[Anderson et al., 1995; Rungtusanatham et al., 1998]
[Douglas & L3 daeliall &l 3 alaill e salal S0l i o BVl sia
Lonad Looadl Bl 5 Lty Zail) U Iyl (7 VFredendall, 2004]
A5l da AL Lm0 G20 ¢y Sy Lomall clesi I
Lol ) daus 5 (Sulill) Labadl 3 Jdl &alsdionall duf 0 1 S (5 Al
s gSall dusadll Bliiall 8 alaill as Linge

o ol Al o elaill S35 e Ge danaly clalinud s
.\Sf,:‘; .[Anders;n et al., 1995] davaill &l (8 clleaally dlaall 3504

Anderson. J., Rungustunatham, M., Schroeder, R.; Devaraj, S. (1995), A (‘\‘\)
path analytic model of a theory of quality management underlying the
Deming management method: Preliminary empirical findings. Decision
Sciences, 26, 637-658.

Rungtusanatham, M., Forza, C., Filippini, R.; Anderson, J. (1998), A (\ . )
replication study of a theory of quality management underlying the Deming
management method: Insights from an Italian context. Journal of Opera-

tions Management, 17, 77-95.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\ . \)
model of total quality in services. Decision Sciences, 35(3), 393-422.

\V¢




1dloliadl 3 gall (Deming) geiads i ged

o8 Ll lame 05 o nn (Tauil) 1) 02,30 13m0 cpfalil (aay
[Douglas & Fredendall, 2004] {ieasll &l

JUS Llae wagdls a8 Ggun oaolaly Al gglaill o ol (e
alilasd f Guuliadl wua 5 Ldae Jugads IS5 ol Hla¥ g ol 389 G elo slaall
ol cllandl 810 S sne bl o pualiall sia s bl Aala el Luaadl)
eIt 3 yai) Llany) ¥ aladial g clunad G Ugga wila
T 038 LAl SIBI (A58 a5k gy Do) clileal
o Lulas Wbyl basip o liadly oalall oglaill sEallil o Al
s gSad) dussi) SLaall (3 dalasdl 3 )

50 sme e ‘Lw\ ”MJLA:E dia o (V) a3, JSad Ge Ll
aie aghil y u_a Y[Anderson et al., 1995] padial g .clleall g Lilaall
Ll 5 Ll alasl pae Jubatl 80 Loaadl aylgell ooyt

-

il dlie el ‘s_s.'ﬁu.ul A83 (\'V)[Rungtusanatham et al., 1998]
MIJJI o Jolaiws 'L‘M.U ol dalac o bl a3 5 Galelal U_q.L (S4e

YDouglas & Fredendall, 2004] 1 oo IS dasil 3 sl o Lol sl
Sasall Ciasl ol copsi) cpuilipall I (sie puSad unlie alidluly
ologlaall Lo &all Londll SLasa) alaaiil LS Lad uSaSy (dlolidl
pogdall 1aay LgEloan s glas S pe Saaiuwall ologlaally (ALLIL Lalall

Anderson. J., Rungustunatham, M., Schroeder, R.; Devaraj, S. (1995), A (\ ~Y)
path analytic model of a theory of quality management underlying the
Deming management method: Preliminary empirical findings. Decision
Sciences, 26, 637-658.

Rungtusanatham, M., Forza, C., Filippini, R.; Anderson, J. (1998), A (\ ~\*)
replication study of a theory of quality management underlying the Deming
management method: Insights from an Italian context. Journal of Opera-

tions Management, 17, 77-95.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\ . i)
model of total quality in services. Decision Sciences, 35(3), 393-422.

\Vve




onATj (S a9ruus 3 .

sy 8agad) Ll alu,us JMA G — Londl Zaliiall 3 cabaladl o
o glaal (agualas) agS)al 8l agralel e¥laall i Cigas — B 5alls Lol
S clasd aalil LA J<h culae 15 6Ses o Juddl JS Lpagdy AL
9% O cmo LI Lalall wloslaall (o alaill gue (L8 &5 oy dille S
a5t 3l (a0 e Chugl sa 1aas AaEA A elleall 5ol skl

laall 3uls alatll o Bl Laaly

Alaal 34 g Lot Ul f o plalh sl 0 (13

a5 el oY) pisaill eyl I Ll S sl pull DA e
[Anderson et al., jaiwall yugbilly dilaall 3 k) G d8Me wsay ) Juo il
Jolaiwg .1995; Rungtusanatham et al., 1998; Douglas & Fredendall, 2004]
el sl o e Sl Lond) Ty 3 Lall 038 (o ST Ldlad) Ll 5l IS
SATE SRR PV RURIS F LR NERUPECE INEUE R B
e b otalall pn S 5 ¢ Sssse SlLa] alia g . peiane S s
i LS, lleadl 50y el Lokl uaal g S Soped 350
p LSy clbdeall 55l0Y seatwall Julaill 35058 ey s clesad
Slalastly Llaall 35l0) elo¥ satawall JulaSll 555058 LA e e oleadd
DA AT e s audallsy  JuSiall o Loadd) asads wie elbdY) il
ool e gl ga 1aay LiSas < Y 8 puehill 8 plbAY) masail
ioiaaall saghill 0 gga s Solaall 8ol0) (o dEM) HLEAL a8 (M) uold)
Qeadll dulasdl 3 ) Gu dulag) e U :peeldl 4B A
el gl s daessad

O )l (" *)[Anderson et al., 1995 Ll yo pen ane o at,ll e

-

Anderson. J., Rungustunatham, M., Schroeder, R.; Devaraj, S. (1995), A (\ . 0)
path analytic model of a theory of quality management underlying the
Deming management method: Preliminary empirical findings. Decision
Sciences, 26, 637-658.

A




1dloliadl 3 gall (Deming) geiads i ged

ins Leliall Bl 3 culalall speslly asiall slidy sllead 5
Lu‘J.AJ‘ IRV ‘JJ e\,ﬁl C;l QSJJ‘)AA.“ e 4:\‘;3: AR *** *\5 9‘.5‘5_“.:\ H‘)M
S O can gy e Sall Loadll Biu 8 L5485 Bl s34 Lol (e 38300
& DMM zigas alodtalyy it Bu b oA Luls 8 4F Lad
O L wlbls) OJ)[Rungtusanatham et al,, 1998] haldl <S5
Lol yo 8 Lol .ol 3a8a5y clagll culaladl [ gaiy dalaadl 3 ,00) o9
B8l o3 Al Daall leadd) &l . 'V)[Douglas & Fredendall, 2004]
u:t.‘.al.t.“ 9[4:\9 050 U‘““:‘i:' dlénj‘ RV UJZ \“\9:‘:*"“"\9 Ml sia 39429 (o
Bl Gpulelall el 5o s3e Gk 0 Sl Bhal passais
u_magl u_‘.c H:\L.s.;‘\g 5L:|JT_"J &Jﬁ“‘ 6)53” Q‘JJ;}”J CJLOJ.‘MJ‘J 2‘:"]\95"'“'“1‘\5
Slleal aaains o oo Lodull ojlsall o La udd o cagg tag
liall do by cwliall el 8 ALY clala bl daliadl Loaall
cllaall 3:US o aaiay Gulebll cploball jeai o AT Jaa
SLEAYE Gua 56 G Jiay coleaddl anas = Lol el Yl
oy alaall 3ol fus LMall o 380 LAl Al @M Gualadl a8l
ol 385 Laliiall claii¥lg sl oIl cpleladl Hsad
Qoudl dulasdl 3l (a dulag) e JUa :ealadl & AN
LA 3aSaS g dudlalalls Galoladl jeadig s gSal

O a3 DMM rigas o Lads (V) a8, J<al A ksl
Oalaladl sligy saiwall upbill Lea fhpsmns bdye 3L sl

Rungtusanatham, M., Forza, C., Filippini, R.; Anderson, J. (1998), A (\ . ‘\)
replication study of a theory of quality management underlying the Deming
management method: Insights from an Italian context. Journal of Opera-

tions Management, 17, 77-95.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\ ~V)
model of total quality in services. Decision Sciences, 35(3), 393-422.

\vv




03973 (S a9ruus 3 .

Lulye 8 Lol [Anderson et al., 1995] Luwls & 1ia cufy .agiinilala
Ls, u:.:u BNl s el N 4ls [Rungt:lsanatham et al., 1998]
Lol A Go Jolady deliall fy (8 saluwall kil 305
S5 0 s oasSall Teasil Bl 5 G s e iadl Llal
o Laall Loaadl Bl 3 [Douglas‘& Fredendall, 2004] s
@il el Ll Lulal s o sty Lad (sl 13 fas ubs
Sae Ll stlally SO0 oLt ] Let cybibe ok 06 Tuosk] elas
Sl pan Bl LS Kl (2 le slatal 8,08 ues
(" M[Arndt & Bigelow, 1995]

) rns ) g sl oyl o el T3 b o
2 et cuie 0 elulyl o Lad badlsy colol sl L
oY Ll 83l sLa )| Lsme e 3S, (MBNQA) sl " pessully”
.[(\ ' .)Meyer & Collier, 2001 (Y 'q)[Westphal et al., 1997 ] ol

s el skl G B 555 Gelids pulaad) (280 a s
YA
1 g cilabaatl yaliunall yaghaill (pus dusla &8s i :gubuall o 0
s gSadl oliall

a) Jslas S DMM mlgad alaay aladl 5ua¥) (2580 8

Arndt, M.; Bigelow, B. (1995), The implementation of total quality manage- (\ . /\)
ment in hospitals: How good is the fit? Health Care Management Review,

20(4), 7-14.

Westphal, J., Gulati, R.; Shortell, S. (1997), Customization or conformity? (\ . ‘\)
An institutional and network perspective on the content and consequences

of TQM adoption. Administrative Science Quarterly, 42, 366-34.

Meyer, S.; Collier, D. (2001), An empirical test of the causal relationships (\ \ )
in the Baldrige Health Care Pilot Criteria, Journal of Operations Manage-
ment, 19, 403-425.

\VA




1dloliadl 3 gall (Deming) geiads i ged

Sadasy Dulaball cplelall jeady ALY cla)) o BNl daubs

Lelinl &l s Baaly Ll o 3 el 1ia acs a3y Loldd
Ll & g.?qLSJl peall oladl Al Al YV Anderson et al., 1995]
o Ll OY[Rungtusanatham et al., 1998] oAl Ll 8 Leliall
;A:JJ T::\‘)A ol PESKRPSRTE: @ W)[Douglas & Frdendall, ;004] Ll 40
(ol GaLal (8 LAY jsae (5 B iay abls JSiy
By Aulebally Galelal) g G dnlad T s 10l 0
(S AT g (o e gSall dusadl) SLidall el g dga (o SIA

58 San o el 8 Do Sl clamsball Lanke Lt a2
G330 o Bl asms e ool L soseall ey duoladly Lo
(Basad) puulie) Busadl yunlic dujlas sae = Oaddll yala = Sl
DMM—riassd (oY) gisaidl sulae (3 U goaial

Ol 2o f0A008 o desane @85l (8 st 2 YT GALH RIS QUENY
:DMM—riass) (g oYl zigadd) Guulie Go Lulde pods (358 JS
o gsall claliliall dujylas sue (s bl dba :aawlill (5,80
goged Bugad uallal dlaall daogsall Glaliially Galasy!
sl (s eyl

Anderson. J., Rungustunatham, M., Schroeder, R.; Devaraj, S. (1995), A (\ \ \)
path analytic model of a theory of quality management underlying the
Deming management method: Preliminary empirical findings. Decision
Sciences, 26, 637-658.

Rungtusanatham, M., Forza, C., Filippini, R.; Anderson, J. (1998), A (\\Y)
replication study of a theory of quality management underlying the Deming
management method: Insights from an Italian context. Journal of Opera-

tions Management, 17, 77-95.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\ \Y)
model of total quality in services. Decision Sciences, 35(3), 393-422.

\va




onATj (S a9ruus 3 .

el (5 oyl 9 9alll &l padiall gy slanadl (il Ll yall 3 7 8l sl

o a8 aliatul el oIyl gisall ks a3 il
285 Lealin 2belall 35 5all 3,0uls Aasyall Syl s ol el ,ul
Dol Gslaall Zpline olae o clasl ) aladyl daalye o
[Douglas & Fredendall, alsy ."miasl” (5‘,|:s‘>!| gagas & da i8]
U_Q‘UMJ aids Joda NS o Liandl juliaall sia ua,a_'(“i)2004]
s By L\tA.i‘ Aia o Gua eda ol AY Euaaty LI Ll ,ull
(V) ¢ Jssad) s sl Lelady o) dloladl Sasad) 350 Jloe
Sy "DMM—gian” ziga sstaas cuié U slad pall Laa ol
[Cronbach Alpha] Lafi #Lui g S Jelae aladiol wie Lulaie¥) Jolas dauis
Ll ) Sl sadl e Sacieall ol aldtid sie Lulaed
Lolaie M Ll sdlelae o ey - (Samiall Lusall Slle) 8 duosSal
O Londiuall Guuliall G e Ju Ty ol JSa Llle L
.(Ho)[Nunnally & Bernstien, 1994] La jolial JAaloll 3l

esh 5 maale 3 Tl olabl gas o G o o
Lolsiel oo oSGl Susse wadl shal Jadly csls o3 DMM gise
Lila) oaal el ya) Lulyull sia A oo Jolaiyy allimeyy 3 gail
qabBias (LoosSall Loaddl wlaiall) Ludyall Tue oY (Lidlaaally Lulaie M
Ll Bl — Lol 8 pum — cuie i) bl alad,ul e Lol
o AT YA ellin s (el 5 el Taosl) Tl Ll el 3
AT g 5l ) A Zenitewall Gunliall aay S sas Lyl sia
ealially GunlBally slaall pan Gl s b sl s
SRR PWEE RIFENECN|

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\\i)
model of total quality in services. Decision Sciences, 35(3), 393-422.

Nunnaly, J.; Bernstein, 1. (1994), Psychometric Tehory, third edition, (\\0)
McGrow-Hill.

YA




1dloliadl 3 gall (Deming) geiads i ged

(Y) a8 Jos2
i:i.él.a:\s‘ﬂ OMalasy yolaallg ‘u.u:\flia.llj J5laally xaf‘).'é:t.“ ii:\fSJ:\.“‘g i:\l:\J|
& Jolas i .
e " . sy ) e jall . .
Giulaed @ olulllpaes U7 T ol pglall sy &
Alladl Laad jall il Croudi = . 9_‘] (Scale) (Construct)
5 = it
Cronbach Alpha -
Anderson et al. (1995)
Badri et al. (1995) Llal) 3,10Y1 acy
. ) ACERN]
0.9142 Douglas and Freden- Sar;p;;;)t al LS bty : 'LM“:‘:;J;JJ
dall (2004) (smalic 1) S
Claver et al. (2003)
Zeitz et al. P
0.8685  Dauglas et al. (2204) 6(1129967;‘ (ealic 0) Sagall Tiwls
, Jalall oy lal
Badri et al. (1995) Saraph et al. Oposl) 4 Lk o ol
0.8792 Douglas et al. (2004) (1989) (alic 1) =
Kuei et al. (2001) >
Badri et al. (1995) Saraph et al.  Lelal usel oy,
0.8788 Douglas et al. (2004) R
(1989) (owalie 1) .
Claver et al. (2003) alasll
Zeitz et al. (1997) peiloslaey GALGI A
924 P 11 (1
09243 o uglas et al. 2004y  LOWell (1999) (alic 0)
Anderson et al. (1995) Saranh et al
09091  Badri et al. (1997) (11’989) T (oeelie 1) @laall 5yl
Douglas et al. (2004) Llaall 5,00
Zeitz et al. sl By gadl ol
. Dougle al. (2004 -
0.8670 ouglas et al. (2004) (1997) (ealic o)
Anderson et al. (1995) .
Zeitz et al. . . -
0.8849 Douglas et al. (2004) (1997) (omelie V) saiadl kil it gl
Badri et al. (1995)
N o lolall clsgll
0.8511 Douglas et al. (2004)  Khandwalla Ll lslaasy Gebe "‘J
' Robbins et al. (2002) (1977) (salic Y) sl
)
Badri et al. (Forth
Coming (b); Orwig et Parasuraman
0.927 al., 1997, Donnelly et et al. (1985) (omalic o) LN sl
al., 1995; Wisniewski, ' sLaall elof

2001

Arndt and Bi- (Ll jaiaas) JUI sy
gelow, 1995 (L85 aaly sumic)

YA




03973 (S a9ruus 3 .

@eadial Sl pslaall 06 (Y) ad, Joandl B pedse s LSy
Lacas Lladl 5501 3L (sue (uball ol Lyl 5 Lgy Blazudld
Unialgs Lajushs a3 slaiel 3 Leslujlasy Sugadl gl sl
Lo gs omslady ynall 13a e\g:.l.\ a5 YV Saraph et al., 1989]
Lol Lulyull b o3 aily Lad mdse 50 LS way Lok ofinld) ooy
Teliie ooy clon sl Do) oLt By couly Sy el sk
< (\WS[Anderson et al, 1995] deadial il ,yaall ;Lru...“
ISt 35 ssmalic S Hsaall Guulie of Ladiy DMM i gail mb_s
Leaelons Sasadl usen sashd (3 Llall 5,0y B Lae e o ol
Lhaslas o ol 31 aadls golid (suay
Loodll slanall 3 LAl Gslaill Guld) ald [sae aladiul &
[Anderson et al.,*u_s;:\_ul A soaall pe A [ saall Jia ) cdae Sl
Gk e sLaiall 8 Busad Liuls Luld 58 snall 1ia G Ciaglly .1995]
e Jaall 8 Lé—:ﬂtw AL Leal il s Lladl 3000 5 gas 8Ll D, (b3
i enall 13a s CYY[Zeitz et al, 1997] a5 a3 .elad¥l Cias
iy Cunsall Y S a lal osbadll wdd B el
slisall 3 susally Lalal SERTIREC PN oy cnualal
55 Lo Sl SLAL LS (gutny el e ymall uSass s S

Saraph, J., Benson, P.; Schroeder, R. (1989), An instrument for measuring (\ \'\)
the critical factors of quality management. Decision Sciences, 20, 810-829.

Anderson. J., Rungustunatham, M., Schroeder, R.; Devaraj, S. (1995), A (\ \V)
path analytic model of a theory of quality management underlying the
Deming management method: Preliminary empirical findings. Decision
Sciences, 26, 637-658.

Zeitz, G., Johannesson, R.; Ritchie, J. (1997), An employee survey(\\/\)
measuring total quality management practices and culture: Development
and culture. Group & Organization Management, 22, 414-434.

VAY




1dloliadl 3 gall (Deming) geiads i ged

Oslad asay polalls jemall (580 Ak 35580 0 sall Ledas 5 bl 3
OB eSS al g cpusgell s Lo Kol SLEALN oy Jeld

58 nbelall (38 (a0 Sy el o O [Anderson et al., 1995] o
(W')[Douglas & Fredendall, 2004] asdialy . copaill Lavaill Lo el
(5eta ooy Jg¥T yoanall o sy falail £S5 (el pdfidie oy sAT (9
Aol usad) 3,0 alye e opuill Gullall asdl s sLasall oL
ToosSall Loondl) Bl (8w U<, e Hamall ia Jaly Leadlads
Byl e clards wosl (S ¥ 150y A3 S ) s Lad
ol Busad 3o ok Jedl JSan cpalie gsbladl oo Al 1)
el

Loadl) 5Latall ali3 (5o Lunlid alaill LS5 Gaus SEI Hgaall Ll
Sloglaall g HJL.sI:JJ UL daladll eloslaall o 3olaiul Lo Sall
Onloladl ‘alla:é e Sas |.:\A‘9.‘;@J Loadall oLa_sAJl‘,wJaSujﬁ.@_lc dans ol
H.ILM;’J Oreaaioall e Jad¥l (aaill ole glaall aj.ds e BuldiayL
oy aacs s agual Lyaadl 3acls i o Gl o pulalls 13a s . agslalial
o) alaill Bael3 pags a3

233l G LG g ecpnlaad G smay Dalaall Bol] Ly ulsd o3 g
Goadtul L wlie appis say Bl Y1 asgde o aaiay Jo¥l
g LIy .[Douglas & Fredendall, 2004] ¢l3<4 [Anderson et al., 1995]
L e lolasll (3 3 Gl Lad Jaid Sls s saall iy a5%

Anderson. J., Rungustunatham, M., Schroeder, R.; Devaraj, S. (1995), A (\ \‘\)
path analytic model of a theory of quality management underlying the
Deming management method: Preliminary empirical findings. Decision
Sciences, 26, 637-658.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\\’~)
model of total quality in services. Decision Sciences, 35(3), 393-422.

VAY




03973 (S a9ruus 3 .

paatus claglaall sia lS 13 WS dgaluiiols p s g3l Gkl ) L)
ol (uSans SN jeaall Lol Loo Sl SLELAN 3 Susall M0y Jadll
Lo Loyl Dasds ol say V[ Zeitz et al, 1997] Lol g3 ol
cloadl asial Tald g edn gull BLall 3 8usall ol ool aladtud sue (el
e sle QIS0 Gaosaall O Badly S IS ALY g Gsbeal i Gl
oldaall ouehil e da3bll Jadll a9 dadn¥) iy cloglaall il 50
Leolaly alinall & daliaall

ool sl (A saliwall sl LS5 0 (V) pd) Jsaad) s
Aplie aluln 3 By whasal &3 O™(Zeitz et al., 1997] Lol 5o
O LasSall slaiall 3 LA o335 pLE guae Lsaall 18 (uSag
cloglaall Jalaty agelid suny Lot sl agilids5une (o 58 salusall 55kt
il Ut ey wlaadd] s ghatl ZaBA Al clilaall 3 1ok Lalal)

oo el ppelialy cbolall sliglly Lalall Ll coendial a3l

. (VYY)

oleadll &y 8 [Douglas & Fredendall, 2004] €l o 8 Joall

e (T[Khandwalla, 1977] sl g aodioaall jsaall Sshy danal

Zeitz, G., Johannesson, R.; Ritchie, J. (1997), An employee survey (\Y))
measuring total quality management practices and culture: Development
and culture. Group & Organization Management, 22, 414-434.

Zeitz, G., Johannesson, R.; Ritchie, J. (1997), An employee survey (\YY)
measuring total quality management practices and culture: Development

and culture. Group & Organization Management, 22, 414-434.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\YY)
model of total quality in services. Decision Sciences, 35(3), 393-422.

Khandwalla, P. (1977), The design of organizations. New York: Harcourt (\ Yi)
Brace Jovanovich, Inc.

YAS




1dloliadl 3 gall (Deming) geiads i ged

e oulall sty s Labiiall prenay clanall cadassll JSagd) Lljos o5
Salelall o L I8y - BLaSial ISy Jaall paladl Ul ulas
Lol L) saling A cleslaall (N Jsam sl Lapdll agual 53155 0l
Osealse Gl alalally Tl ST e gLkl pgal als agilialy
o5 Lt Lo (30 sgdall 1ia s claslaall ells e Jsumnll 5 Lysaal
" Al gall bl elace)” 3ga3 JMA 5o T [Robbins et al., 2002] Ll o
ALl 5 Laland Telubail s Tag 4l s Jolald Zaluad) slhac] o (2 53 (53

Lo L5 Gl Zalyy Sl JS i Sl gy

claodall Gubdl @l il B o g ginn "riansl” Y1 pigaill ol

sld ol s capelibily Cplalall slagh s ainall sokill ooy LalY) Llaall oy
o o2oAT O ate BLL Llss [Douglas & Fredendall, 2004] Lt . Slgsuuall
claiall Lalal) Lolaall (o3, Gubidoy Lol slo¥l) Laall closdl) T
Ll Z3,LeY) LoasSall Bl 3 Lol Lol G L (LS 0] i
oAy el e Lot 8 SLatal sl (S Donle Ciad g
ISt oo sSal) Blly ols dfall 138 Jaly o3 Y1 clanally &lie a3
A B Y lade Gl (3 LY LY S iyl Bl Juadl
o asandl b paSall SO 15850 S ATl pes liay dany )l

(\Y‘\)

<ol AT ol dlagy. [Davison & Grieves, 1996] (s A el ,ull

Robbins, T. L., Crino, M. D.; Fredendall, L. D. (2002), An integrative (\YO)
model of the empowerment process. Human Resource Management Review,

12, 419-433.

Davison, J.; Grieves, J. (1996), Why should local government show an (\ Y'\)
interest in service quality? The TQM Magazine, 8(5), 32-38.

Ao




03973 (S a9ruus 3 .

clasall el wsss 3 Al o IS Ll olidbe alidiul §55ma
.[(\M)Ramanujam et al., 1986 f(\W)Powell, 1995 ] Laoaall
Ll Gk oo b3 L) ol Al Tyl 5 o siig
O caliall o Jady saiibell 1aa o Glade sl e udyall 3 o yiid)
Lol sLaiall o Lol Tl Lol 5 oubdal NVRNEC
Lalasl o g 55 lidy caballys oS i Bany Line Ll jall 8 3100
Sosrd LaasSa Sliia JS oo ol o Jolad e Gl due gisally
L] e 05Se Cigm 25 Crog eyl Sl siana Bae (o (S e L]
o Ol Iy g T g o] s Bae b lelibaily Yo AL
U SWET S PO A RECTN Y P PCONPIR VIR R S PR P
.0a,adl 13¢) SERVQUAL £ g o ("Parasuraman et al., 1985] Lgoaainl
ooh8 SERVQUAL (ubiiie caoadiad il sl ull oo wssall ellin g
CT)0rwig et al., 1997] ZuosSall Sluvuball 5 Sl slayl 350
cladyal ey cady [T Wisniewski, 2001 <" VDonnelly et al., 1995

Powell, T. (1995), Total quality management as competitive advantage: A (\ \’V)
review and empirical study. Strategic Management Journal, 16, 15-37.

Ramanujam, V., Venkatraman, N.; Camillus, J. (1986), Multi-objective (\ \‘/\)
assessments of effectiveness of strategic planning. Academy of Management
Journal, 29,347-372.

Parasuraman, A., Zeithaml, V. A; Berry, L. L. (1985), A conceptual model (\Y4)
of service quality and its implications for future research. Journal of
Marketing, 49(Fall), 41-50.

Orwig, R.; Pearson, J.; Cochran, D. (1997), An empirical investigation into (\ Y )
the validity of SERVQUAL in the public sector; Public Administration
Quarterly, (spring), 54-68.

Donnelly, M.; Wisneiwski, M.; Dalrymple, J.; Curry, A. (1995), Measuring (\Y)
service quality in local government: the SERVQUAL approach. Interna-

tional Journal of Public Sector Management, 8(7), 15-20.

Wisniewski, M. (2001), Assessing customer satisfaction with local authority (\ V\’)
services using SERVQUAL. Total Quality Management, 12(7/8), 995-1002.

VAT




1dloliadl 3 gall (Deming) geiads i ged

O oo pol Sles gosall Jlaall 5 SERVQUAL Gl (550 Jaill
L,,«;.m. (YY) pesu [Parasuraman et al., 1985] LAﬁ!l A< = oubadall
ootaall aladiily dadjull sia & P S Lols duwdiy Holas duwas
Aulatu¥ly olae¥ly Laliaally cobulally clusalal oa5) Luadl)
Gl ol jlae Lgdimsy elliy (Lubucly Bhlailly cagaills ola¥y

Control LU, G uite Laghumss Guoal Guite aludial o3 a3,
g oo Lo Sall Blaial ana lie V) S 33 kel elll o3y 5 Variables
O Douglas & Fredendall, 2004] & Ladiy . Al Lga oo lgiaubs
slatall aaa Juatl |pite Ldngs idiual Sl s Leadiul
claiad 8 uitall 1aa cweadiul Ladd oAl ol dliag daal
.(Wi)[KetChen et al. 1993] Liaall

A gy SLE (3 Galelall e aladtily Tall Ll yul) 8 058 gy
G Syl e waall dliay Lea Kol SLatal ana Sueatly L0, | iie
O'Regan &] lgans (uSasl 3lasal) b bl sae l_m_'l CradAlil
asitus Gy [ VPrabhu & Robson, 2000 '"*)Ghobadian, 2004
B 5525l 51 Luladl dua S Lt (58 5 iy B 5 e Ln
seiiall 303 03 13] bl ada o 5 it ins SLaial Zaa o cpialy

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\\“Y)
model of total quality in services. Decision Sciences, 35(3), 393-422.

Ketchen, D., Thomas, J.; Snow, C. (1993), Organizational configurations (\\“é)
and performance: A comparison of theoretical approaches. Academy of
Management Journal, 36, 1278-1313.

O’Regan, N.; Ghobadian, A. (2004), Testing the homogeneity of SMEs: (\Yo)
The impact of size on managerial and organizational processes. European
Business Review, 16(1), 64-77.

Prabhu, V.; Robson, A. (2000), Achieving service excellence - measuring the (\ Y‘\)
impact of leadership and senior management commitment, Managing
Service Quality, 10(5), 307-317

VAV




03973 (S a9ruus 3 .

S ) J;JJ )Za]ac & Shortell, 1989] s a¥) (o SLasaN Haas (53
clasall sia Clual oo saaiall Lusall clileyl U 8 LaSall ol
sda Lalalis Sl ujlgall p 3 sutans Lol Ll Lgale Juaas S o)l gally
Lo e S ol i e Tl S e o S Line oLl
Jumad Al ells (o 55 (e o) go e Jumad (Ve 23,Lall g als gl s a0 )
Ll oan (5 puae (ualls Blal LulasYl L ,Q\ L L@_JL
Slaal e Hla¥l Laa o Jodl Lgdlaal o Gun ,AY LolasW) Lo Sa )
(palail 351505 LA 350555 ¢ Ll 310 JEall Jares o) dalaall wlaaal

CAJAJL\ C.:}a.u GlaiwyL "DMM c.m.u.l " Jlnﬂ C.A}u.ll gk
:309all "MBNQA

) Bl Julany s clal s ae 5,539 Y S coeb

Flynn &] :(MBNQA) 3agall sallyl el.a_ll gisal Ges ol
Badri et al., «O")Badri et al., (forthcoming) (b) f(\M)Saladin, 2001
Winn & <*Pannirselvam et al., 1998 f(\i')(forthcoming) (a)

Zajac, E.; Shortell, S. (1989), Changing generic strategies: Likelihood, direction, (\ \'“V)
and performance implications. Strategic Management Journal, 10, 413-430.

Flynn, B. B.; Saladin, B. (2001), Further evidence on the validity of theoretical models (\ \“/\)
underlying the Baldrige criteria. Journal of Operations Management, 19, 617-652.

Badri, M. The Baldrige Education Criteria for Performance Excellence (\ \“‘\)
Framework: Empirical Test and Validation, fourthcoming (b): International
Journal of Quality and Reliability Management.

Badri, M. Abdulla, M.; Al Khaili, M. Quality of medical care in UAE hospitals (\ ¢ )
utilizing the Malcolm Baldrige Quality Award dimensions in healthcare, fourth-
coming (a): Journal of Gulf and Arab Peninsula Studies (University of Kuwait).
Pannirselvam, G.; Siferd, S.; Ruch, W. (1998), Validation of the Arizona (\ ¢ \)
Governor’s Quality Award criteria: a test of the Baldrige criteria, Journal of
Operations Management, 16, 529-550.

\AA




1dloliadl 3 gall (Deming) geiads i ged

8aa go Sliaws aladiul o3 olulyull 838 asea A [(\”)Cameron, 1998
Leliall o Londd) olind) aBs 85 £ gaill daBidall ol 3l

moll" zisas o CFD[Wilson & Collier, 2000] 5o JS Lads

VU DMM- il gl zasaill o558 13 ST el 5uiay "MBNQA-
Sl G oS olBe (a5 ol pise O Olaldl Buay
e o el JSis S0 Gaadgaddl o SIS O g (S ddla
Lad oladgad) paiany 3asall Lolasles (3 L) Lhisiall L5005 3ubsl
S olaially il ol sl Dalaal 54 e A i
A 5 ol gl L5 ol sy dlsl o 4l umy Al
oy " el el z3padl skl Lo glatan o oSeall ol sl
Skl e (\ii)[bouglas & Fredendall, 2004] o JS 4 a6 Lo Jadlls
o6 sy Lol cloadll Jlaw 3 "ghaal" kel golayl gasal
5 Sy A LAY A aes Bt gisalll skl sl
oS3 alas¥) sia Ll Gaae @l Ml Jolad) i pal
J;tﬂ*j,ﬁ "ol zisa oF CF[Bell & Keys, 1998] fo JS i
a5l Lago Lan o Lo Jan3 Zaiall 38 5 dLgiliy Ao b Liliaa] 4,53

Winn, B.; Cameron, K., (1998), “Organizational quality: an examination of (\ EY)
the Malcolm Baldrige quality framework”, Research in Higher Education,

39 (5), 491-512

Wilson, D.; Collier, D. (2000), An empirical investigation of the Malcolm (\ 2\“)
Baldrige National Quality Award Casual Model. Decision Sciences, 31, 361-

383.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\Ei)
model of total quality in services. Decision Sciences, 35(3), 393-422.

Bell, R.; Keys, B. (1998), A conversation with Curt W. Reimann on the (\ ¢ 0)
background and future of the Baldrige award. Organizational Dynamics,
26(4), 51-61.

VA4




0‘9973 (S a9ruus 3 .

(Ve

[Meyer & Collier, 2001] (o JS SAs Bugadl 3 olubs a3 Al g ,aY)
A Al s 0 e aldl LS5 o O rwilson & Collier., 2000]
loadd oo (3 Leluls wie "mnall’ glse S clesaad 3las,
(*M[Badri et al., forthcoming (b)] cye S daiill sia L 3il g5 . daninl
kel 3 e et linie 8 poadll Jlaall 8 zigail) Badsd i
S LAl L3l G T Lad "’ gise ol badis
) o (8 bl SL(30b3) sumie Lgdinss

S8 O (I Ladt Bgeas "ruals” piged) gaiall okl Gulad)
Y pasaill 3 da el Lapadl SlSGH G s 0AT ol s 955 AiS]
(V) a3, JS.‘.u.“us Insgall el jlaadl ol ) BLAYL " DMM-giasd”
L #[Anderson et al., 1995] Oaabll a8 e LA:;T posede I8V iag
(e ')[Douglas & Fredendall, 2004] <li<

4l uy [Badri et al., - forthcoming (b)] (o JS 4wl s sed5y
Lila) o AT ehbus LLaal 5,9a A OV Meyer & Collier, 2001]

Meyer, S.; Collier, D. (2001), An empirical test of the casual relationships (\ i‘\)
in the Baldrige Health care pilot criteria. Journal of Operations Manage-

ment, 19, 403-425.

Wilson, D.; Collier, D. (2000), An empirical investigation of the Malcolm (\ 5.\/)
Baldrige National Quality Award Casual Model. Decision Sciences, 31, 361-383.

Badri, M. The Baldrige Education Criteria for Performance Excellence (\ E/\)
Framework: Empirical Test and Validation, fourthcoming (b): International
Journal of Quality and Reliability Management.

Anderson. J., Rungustunatham, M., Schroeder, R.; Devaraj, S. (1995), A path (\i‘\)
analytic model of a theory of quality management underlying the Deming manage-

ment method: Preliminary empirical findings. Decision Sciences, 26, 637-658.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\0 )
model of total quality in services. Decision Sciences, 35(3), 393-422.

Meyer, S.; Collier, D. (2001), An empirical test of the casual relationships in the (\ ° \)
Baldrige Health care pilot criteria. Journal of Operations Management, 19, 403-425.

V4.




1dloliadl 3 gall (Deming) geiads i ged

Lolay "l gises b a1 oSl Y 5Ll S5 o ey
fea 0o sl oLl Sy cnlaniall Gy dea Go SALEN
1 923 ot (D [Wilson & Collier, 2001] Ll o S35 o oy 53
[Badri Lol o L 5Ll sl malinlly 5ol 20853 opm Abluan] 2Mle
Lsine old BMe vgass o 8l das i) 435 et al., forthcoming (b)]
Al il By 5 gl Gk sie dlle
L":;ﬂ LMl 83 ssas I [Meyer & Collier, 2001] o JS Juo 53
LLAYL Lmall slasil Jloe 5 5508 Do alidiols Lagiul e A
[Flynn & Saladin, e JS Lad facill olf I Juags 38 elli LI
sin )l 5,Layl s Lelial olatall fie e Gulall P& 56 C72001]
LY oLa sy Sald) o B s3a opmy WSl w3 A alkl
e’ sl b S 5 Ll Y OIS dlaall ola il
Lol 5 Lal) Zolasall Luall DA Lad Ball sl JLS3) &5 Gy
o T sms dae il el ouad dia LAl Lali e dueSall
Meyer & ¢'°“)[Douglas al Fredendall, 2004] olasaally dleall 5l
Collier., 2001; Wilson & Collier, 2000; Flynn & Saladin, 2001; Badri et al.-
& B Laaly Laljall sda 8 as® By a5 Gay -[forthcoming (b)
oin L] il 3 30 S A ST LYl 5 dia g€l Eroad ] Ll
Lok (Y) dy S by LoasS e 5 Letnal e 5 0 il

Wilson, D.; Collier, D. (2000), An empirical investigation of the Malcolm (\ OY)
Baldrige National Quality Award Casual Model. Decision Sciences, 31, 361-

383.

Flynn, B. B.; Saladin, B. (2001), Further evidence on the validity of (\ OY)
theoretical models underlying the Baldrige criteria. Journal of Operations
Management, 19, 617-652.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\02)
model of total quality in services. Decision Sciences, 35(3), 393-422.

V4




03973 (S a9ruus 3 .

pd UK 138 e Bl gy LasLaal asB ) LSLaY) cladal
Jrosill o5 Al G G Glal 8 34T 3 " ghand” | glaall 23 5ail
Sl z3sal cusal Al el DA L

Al el o el a5kl

Internal and External Cooperation Continuous Improvement

NN

leall 50 Y ela )
Llad) 5ol 435, .- ”

S —»| Process Customer
Visionary Leadership Management Satisfaction

NN/

r,L...Xl @uug»”u,wuuu)
Learning Employee Fulfillment

Luo gSall dsosdll Laak) § Bugall 3 Juy jolatl JUsYI — (V) Js&

et R S

iy oialil) o 3058 dacalgs Lualyall sigd Loy blull pan o3
kel Ugs B LaSall iy Lol lidall & "DMM—rian”
Eon cownd Lo Sall clanadl e Lulyull sia 35 Saaiall Lual
o2l SLEAY bl Julas At

Losal) byl Uss (3 LosSall loall L olae] Ll & &5
b M Lo sSall slanall saaiil) sue Cya3 Dlee Slayy Basiel

L$$ JJJ_M.LA o ‘LJA.:LA ‘LA.“SM ‘LCJ.A.CJA O b).mo a..\..u r—Uar.Lg M‘J..L“
o ol Tl pull Cilaal ¢ snyy a Sl el alfs 3 Llall 50y

4y




1dloliadl 3 gall (Deming) geiads i ged

Soonall Gams e cBlawy ad sty slaiall 3,05 Ll all 30540 rLlacd)
Sladell e daliA s b gl &
Laalyall (3 3 kil e sy (S Do Sl wlisall Ll
S Bolaell aglady g siue 8 Guopse e DLW NTIA 55 a3
pd lgasendy obLIWY adssy oOLlEell Glee wany Lalyull
33 L) Taalyudl 03 8 alaAiuw U AL Blawl 0A e Jsuandl
e o8 dlaie Y1 @L:w Lo sSall wladell sae &l . (Z€7,1Y
e Jyn sae jlis 3lade £Y Lilaall duesSall clasall sue &L
olasedl e Lae YV 5 Lue YoV gas Lulasy) Lo sSall olass
Sl poen Lolasyl Lo Kol oladall closy  Llaall dua Sl
Soaglls Jusially Jaadl 35055 imeadl ¥ B Jaw le)
csladly csli,gS<Ny chasladilly ceMalgally (Jaadly cdaa il
Aebiually delynlly o Jall aalaslly caulaslly cdanally (Ldalull

z

Lol Lolas¥) LepSall clasall clady . (pLally calaisyly

Cipmadl J5e USiue 5f alylyell sia (aand Lasls g AT eluwbs
RPN I PIRPRPRL N |

cootall g aall gt ie olate cilaisd Dlaall Lo Kol cladall L
G;LL'*AJ‘J Soail oty cbuldly dalaall dyiill g edadaall sl eI 3505
sday . Saall Glablly aSlaally @l gall J3loas daliwdl sy 3oal
) Agall Skl e 8oLl JS (G B e el

O (o8 D YV, LalasY) Lo Sl wlaiall Laal jaall b st olS
QLS:;“ claial D Y6, Dlaall Lo Sl olaiall Sue jlael b sio ol
Crasiiall Lo ety BT VWY 51583 £0) e udyull 3 A adel
a3 Basls Sled plany ol B il Bl 5 AV al
pa Lgd wa g A LolasY) Lo Kol el sse IS 5l ERRRT

Vay




03973 (S a9ruus 3 .

Llaall duo ol olaiall sae il cpa 3 Blate VWV ga Susalls (als
) Blids VA 5ol
bl Gl d

(Structural Equations Modeling - LiSsgll ¥ olaall 73503 (paaiul
plaaianls ol (V) o8, JSadl P s sd o5 Sl oSl 5,083 SEM)
solesall Jalatll 483k o £ 3ells SEM £3sed agdss LISREL slis
(Multiple Regression Analysis) saaiall luas¥l JulaS s (Path Analysis)
B JSadl 8 Baaatall pd) DA Sl slal 589 el 450k =
b e 5Kl A% A8 &5 fog L **)Joreskog & Sorbom, 1993] (V)
gissd Oed davadl claSOal G (sla3¥ly 3580 Gua () 8D
(Maximum Likelihood) _sluf alaaiul sty . lo¥!l "DMM—rian”
Lol g3 padons g e Jlaall 138 8 A8l Cplal a9 codn juasill Liloe 3
sac andtany (7Y Hair et al., 1995] Loaziall L5Lanyl ol sl i
s e e (oluall ISl pigaill Gllae (s LLSAY uulie
(Comparative Fit Index - 1‘, el Al &% i<y (Chi-Square)
>adell ol Gua fraaall aal g Jaal G (CFL) a5 £ gloss -CFI)
Bentler,] dglaall 8 Jl0es gigels i masiall aalgll e ol

o dsaall gl .[(\OA)Excellent Fit Marsh et al., 1988 «**¥)1990

Joreskog, K.; Sorbom, D. (1993), LISREL 8&: Structural equation modeling with (\ ° 0)
the SIMPLIS command language. Chicago: Scientific Software International, Inc.

Hair, J.; Anderson, R.; Tatham, R.; Black, W. (1995), Multivariate Data (\ 0‘\)
Analysis, Fourth Edition. Prentice Hall, Upper Saddle River, NJ.

Bentler, P. (1990), Comparative fit indexes in structural models. Psychologi- (\ OV)
cal Bulletin, 107, 237-246.

Marsh, H., Balla, J.; McDonald, R. (1988), Goodness-of-fit indexes in (\0/\)
confirmatory factor analysis: The effect of sample size. Psychological
Bulletin, 103, 391-410.

14¢




1dloliadl 3 gall (Deming) geiads i ged

[Medsker et ol jull sda Jis o (CFD) ;550 plaaiol) Liaals oalalill
ool SLEAL a5 s gl ot o a3 .7Vl 1994]
byl (8 e oSall Bl (ol Al 5,4l Lol . Y Lalail
alasy (1) Jalas aladial asfis Llaally Lolasy) oladall o L4l
J pluadl b giall (2520 Lol asliy . Oie ganall G G810 & shaall
Lo ol clasall 638 (o de gans
: alia
1ol DMM s " o] ddsagdl S¥olaall Julad daais
(V) ady Joand 8 &;JL\‘QII "DMM-rians” mdsad) LiGel ¥ alasl
[(omsliall §f) Llasiwy) olpuaiall Gu s Yo (g sba

ola s (\\’~i) = (YoYVA) gJLuﬁ Jelaadl i ng e VLA g
Joldl i gaill LaAl a3 ([:\.\Ln.u LS LSy .(P=0.001) 4gine dayusg doall
gosad O () oadiS Baaa dans 845 ¢(0.84) g;JL...:. Laadll =il€ 5 «CFI ﬁl_\';:“g
ol G e Lo Sadl bl s ‘:;s Glle (Fit) illbay alais
1 ganlls Lol L joll (15 9,8 Hladal ilES

sl sy gl a3 S e gsias (V) o35 Jsad

-

B e 15,8 IS mais 5 e ¥ Al ol Gaaud Baaatie Guulie Leadsul

Medsker, G., Williams, L,. & Holahan, P. (1994), A review of current practices (\ ° ‘\)
for evaluating casual models in organizational behavior and human resources
management research. Journal of Management, 20, 439-464.

V4o




09219 (s a9 gruns 0 .

(%) ) Jos>
" asal’ (g eyl isaill dulagll oY alaall Jalad il

V41

Jare (o} A0S Sl yad
QU sy FuSd SuUESYl ekl SO B er | M...L o St el el A L
4 RUEE et s s O X 92 ool Bagal o ol L) &
o= S Y Y oagloslaey  eliy O :
Luladl 8,10y
B g RRE o R g wEE gy = KH,MQ_H.B ped SRR IERRERN
ol
sesieste sfesieste - - .
B2 oV P INE 2 ot
-V 1 sl 3 L s
Ly FEL v Lol 3y sadl el
. ol
g R oy oL Qhrr.
piiloslacy
BEE, gy REEL gp Flaalls 5,y
Lbeall 50
Loy L oq ALl 3o sal callu
s s - - - -
¥ .ya Saeall kil el shail
B gy REE oy LIl LSy Oalolall slagll

D)

P <0.001 (seses¢) p<0.01 (ses5)




1dloliadl 3 gall (Deming) geiads i ged

L3o0s paad ol 3891 3 Taall 30l o Js¥) LaLdl oS dsY) oLl
Ly - eaoladl oslaally bl Glaill (e el oo ) gus LG
Y1 ool (2Yal sia ol cpraiie Basiiod WL e Liaa
g S U oAty AL Glail e S5 "Susadl s’ a
L5l LS5 Gand il ubidall Lo [p<0.001] & sinas [t=10.43] Lasi
Ladi LG dd ols " MM 23l 5 sl AL a5 8L LuliFianal
95 Gl s3as [p<0.001] Lsinas [t=10.11] Tnusly Lolian] L gines
Js¥ ol Jes

L0 G T a3 S Gl Sy 1 S (i
LS55 s o5 aly Ane sl Stiall 5 el po Lubadl 3100 L5 el
DLyl s "dlal Sasall cluyw’ Laay gewbies aladl
Cpleslaass

plaiall po Lo Lilad) 35100 Lulilinall L5500 OF ) Bl s
oibe e [P<0.001] Ligiaas [t=13.79] 38a3 dua Llle Lgine Loliaaly
oelse o [P <0.001] Lyginas [t=10.94] 38a3 o 5 Aol B gl ol
(S 28 Jad S5 ol sday ALY (e Basias olaslasy pil

astailly LA o latll e o GBI AR 7 i I b A
Oaalae aladtial o5 3 (B S0 LSy - laal) 35M] 4S5 Glasin ol
235 (Oposall B oLy Basall Liwld) aslally LAl o laill LSl
"FLall Y1) Leay Lleal) 5ol LS Lad cpalde aladsl
I he G e aa 53 Y 4 ) Bl Heasy . (Aol Supall cullud”
CeiBall (1) a8 o Bl Sa el 300 liio G0 sy s
oelaiall [t=1.59]5 ¢ 35laatl 5,00l Galall ulidall [t=1.55] laa dsiiie
L Be gyay Badid LSl Alladl sasadl culluls Galald

4V




onATj (S a9ruus 3 .

oolalio o [P <0.001 & sinay 1=9.45] Lubaadl 3 ] eubiial Lulle L8Lina]
Susadl cullud GulBe po [p<0.001 Lgiaas t=5.71] 5 (Hlall 3,05y
155 Uawgio Lasi Sly S GaL8 Jod ) sode o5 liay . dLlad
JelS Ul Gl

oliie) alaill oS3 Bl (samy ine gl G a0
Lleall 5,00 LS5 po (peslosbros Lol ciliny Aol Supall ol
S Bl e (Ll Suad) Cllds Bl S0y lide)
[p<0.01, . 3EaIL 3,05y pe Lolan) bty el Bupall ol s Gulie
a3y [p<0.01, t= 5.60] Aaliah Sugall cullud Lulide oS, = 6.01]
e pgsleslaey (ALY A5 ulaie d83lad daddls Ll dainl) ) J 5 sd)
B 3,0Y1 oo ga [p<0.001, 1=10.32] sabaad) 5l LS5 il
Jssd I Lsews 138 Lol 83 gal) cullad uliie pa [p<0.001, t=9.29]
RIS

Bolal LS5 G Ble wsay (M 02N 1aa uds pueladl (5 A
o) T3 o (Al B gall bl s FESIL 5,0Y1) Loy Lloal)
Srie apmy ) AN Lasss adE aaly Geblas e A st
B00Y1 uladie o LAl Ena (2540 138 das e Llle ol giaes Lolaa)
Aol 3o gadl Callad GuliBie Of (a8 [p < 0.001, £=8.85] 38a3 3alls
ool Gasal S8 el My aS LA sia s [P <0.001, t=9.38] 3aa3

Llaad) 3 lo) LS55 G ABle wgany (LA 1aa £ 558 pualead (5 A
S Sl iy I 3% aassaiy peelilily ulelall cliy LS55
fo JEAYI Lo il San GRSl o Dnge e dllia Jaill &
el uliie pe Lol wilyy [p<0.001, t=13.70] FLEa L 5 1Y) ol

V4A




1dloliadl 3 gall (Deming) geiads i ged

ol (a8 Jgd Sas Bl siag [p<0.001, t=9.46] Lol 5agall

NUR-AT

opskill LS55 G A8 LSAS ol (a3l Jglass s pabeadt o2 A0
LS - (SLaiall ol sie LS5 ) dua Sl SLaiall el LS5 o saianal
el 18y 50 sLa] L Grabiias JSas sha¥) Gulide o6 LSS
Bl sda sy oo ulay] wlidde wsay A B Ludss ol
[P<0.01,5 5L elin)) ulile po [p<0.01, t=587] Jailh Lulasyl
Sl Bseus ool sany Zaally alally i ola¥) pulide pe 1=6.14]
o2,Al 1ia Jsud

e’ ol asaills paladl 5ua ¥l a8 slas 1 Galil) (3 A
paosady pgebbaily cplalall sliy LS55 G 4 ¢ 55 (uli3 "DMM
W15 ALY sl enliiag) Lasad) SLaiall ol K3 o Il Budaty
sia Jom Lsd olola] ssms o Sl sy (WKL Galad L
[P<0.001,5 5L el ubids o [p<0.001, t=8.32] :Lulasyl &Ml
Joudl Ly gl sia ZaKL alad) sl Gulds po 1=8.54]
SO irl| IR

AL e b palil) Goal 8 il BSH LS spulill (o2 30
S (sae i3 Jslan 98 Js DMM—gian gisel clsal
pac ol Basall Gunlial Llusles (8 Llaally Lulas¥) Lo Sl il
SIY 8 pasSall Slend) addais Lalay Jae G2, 1 o (T Hleddaal
Basad) alad Gaaenfinl pdiatl) o US Ll 65 ey Baniall Ly sal)
o i s5a5 oF Jlaall 1aa S ol LegddBa) e cSlana 3

O Sl e alals . cpiiaill G GYEAY) 1aa sae il (1) ol Laal

144




03973 (S a9ruus 3 .

Las LSl e 58530 e Yoy LS55 S sualic o suaie JSI 3ok
oo Al bl L say aval S Loads JKa, (38 5all Cyanl el
Baadall Luyall ey 8 LasSall Bl 3 p sl lia

(£) a3 Jos>
golall Gubidall () JLEAS g dusbuadl cillaws giall
(34L3) 3 a3 Zalaiaual) 3,1
dLmAJl.b.w}lU
Gt (t) Laas olant)  olaat Lgas jliio g Ludadl 3 jlu¥l asa:puladt)

Qlat)  Dalasyl

Vo,¥e Y 0880 YLAYYY G Susadl dulas Lalghed Lelaasy Lladl 3ol

slaal)

S\Y V,o0A YLAAYA YLALAY skl clidae g alas sl ‘;Lms‘)!l sl ol Al

SJJ.A.“

EYYA £,Y0 A YAV Supall Luplal Llall 3 00)U danals C3laal ogas
SYYOYYAE £AYAT VLAY elbgiall pes e Sagadl Cilial wasd Lges

dallls 4olsy)

VLEAY £AYVe TATYY el Lo AT sy Susall aal Jo SR
Llal 2Kl

VALY TASAT Y Y0UA sleldal A Sopall Loli aedlse daalse
Llall 5!

:(BAL3§Ji) 3 yladd &’:\.1.35.’3.“4.]‘ &’:aéJ.“ -
s Basall clalenl olaall bgiall (8) a3, Jsaadl s
LY G Dbl Lolasy) el claiall DMM-gian gise
Lsinall Zoss () L53) ol e Lad Jpsnd s siany Saniall Lusal
B (P<0.000) Lisine (s sy Jssad alil ot iy LLIAY! 1ig]
Llaa] Lsiaes (1) Lol Ay aaly saie Al pulbdal Had Solic
Ll Galal) il (ol Ja e s 05 A sday (p<0.023)

Yoo




1dloliadl 3 gall (Deming) geiads i ged

eolic Luwad Lo Sl Lol 55108 aes 3 Lulaaly Luolas¥l oot

(°) a3, Jou

&S 3 puslslial (1) HLOA) g Lasbuad) Silla gial
A (alaily Akl () glacil

_ bl Lo it

i;:: &8 "o o Bagall dduld: yulaL
P RN

, VV,0¥0 Y,Vove ¥,-Yo- cligiadl pren Je Sogadl mdlglly (o580 al5aMYI

Jalstls

VoYY Y840 Y, XY oo Sl SLasl) AUy o391 s all)

VAT £,¥ea Y, VVAA Bagadl Luslas 858 alalall alaial

ctE VVAE £ TVAY Y1808 LuasSall sLaatl 3 Lege Gua el skl oS

, 1,084 £,018) TAAYE W8l elanll guiiadl babasll S,y als

) SLaill el e S5 5 iy Juasd

apgt) dS jlia bt

SN VAAY Y,INEY Y,004Y L JAKEH Gy Sagad) Gud Je coasstl LAl

CAY Y00V Y840 YY08)  aguiSs omnsll ausil aage Gulide aludtil

LYY VLYYV Y, 08AA YLEAT Sa pdl Cuassll e sgane wae e alaied)

pale alaieV

N8 VLAAT V,NEY Y ,eeay s sall LAST ol auls

088 14Y YLVYSY YA onissall Ja¥) gk sgie mia

SVOY oA geg0

5,0/\\/0 ‘:’:IJ‘)JA.L‘L;EAJ?.L" célﬁm‘dl“s Q‘JLJ.:)?‘ CPJ

e Geladlly ASadl Ggladdl — o

Llaal) dua Sl wlaiall o (0) a8, Jsaad a1 WA 0o Laadl

oobial 585 3o gall Luald) i slas (e (o8 Lala3Y) L3l (e 3BAS
U I°-IN RN BN PP BN RV PRI PR A BN Y P
o JI () Lad) clasay Ghand cpapsall dsals Gelad) sa, LSl

Yoy




onATj (S a9ruus 3 .

Lolas¥) LegSall clanall oo J81 SlBA) Jay 1iay oY) uliial
GAY e Lealual GBS Y e Sall oolasall of Ladlis Ldaally
028l Joad (S Y Al 03 ey ouliBall 138 (as unlic DY dually
Jss3 oS LWl Gpaa (8 c0pas el S ey paladl (ulifall ol aulsl)
Bogad) Luld ubilal Loually — ASTIL — (204

(V) p85 dss

alaill &S )3 bsal (0) HLidly dasluwad) Sllaw gial

) band) fas gt

fogiad 048 o olen Aali 39 galls Lolalh cslus yuill : Gulity
Liatl dulasyl

, 496 YYATY YAV 0 clgiull mes 3 ool ulelall Sypal ol s

SN TNAR YER0Y VLY VY Al e 3 (il (o ptall Susall ol s

SEVYAYE TVA YEAYS Ly " Allal Sugal )" aualia Lold oluyd ani

ST VYL YLETNY YV Ye Lalaadl Jllailly pilal oo olu,s aal

cbsiwl) alite § paaall

, £,°T1 Y,Vool Y,0N6Y  Busall Lalall oyl el s Llall 3oy Al

CY YN Y4000 YV f Bl Lalal ooyl el il L3 ol sl i3

peilaglany L G pladials Janh souusd 1 el

SAVY VYN VAN £ EAYY gl a e Lelad 05Som Jaloll puan 3 oY)

Ot

SLEOV S VES YNOEY Yo¥ol  culilall agiily Jisasy (el oslslay ol EY)

00 VAYA YUV YLEYEY g il agily ity Guldll olslas ol ,3Y)

SVEYOVETA YV YA Ll aglién, Lyl elalial aladtul an

Lol sas Basadl

AASLYEY TAVIY YVVAA dalias 32U @AY Lwesall olaill @,

ST Sy el 3 s

:&L;'\Jl—c

Oe A3 BVl Lo Kol sl o () (V) 035 dssed plif s

A




1dloliadl 3 gall (Deming) geiads i ged

8 bl TS 30 J g1 Gulitiall Lol sl y S Dbaall Lua Sl il
LooSal) clanall G e e Lgines 8lon] J5Yo aag ¥ 4 oaa
B aladialy Jaall saredy palal) B Guliiall Leailly Lbaal e Lulasy)
ooliall il palil) (a3l Gad, U Lgess il sia . agilaglasy o503
(P Gubatiall Lol el gads alaill LS J5Y

(V) ) g
daland) 3 ) &asS 5 sunlalial () LSy Aasboand) Slias gial

“_.\Lu.n.ll.b.w‘g:tl‘
($ giuuo L — rts gl o x
fony O Tohay oty AL 3 ayt : oLt
dat)  daalasyl
SYVA VAT YV ST Y VYAY (R s lKad) clanll) Sugall Lalal elblull yudgs
+,0- - 0VA Y,04A) Y,064A el =3l 3 Sugadl Lolal bl 588
< EYY LA E YUYV Y,o0Yo0 Bagadl 3 lay Blai 3usadl bl alaasl
, 5,4-Y YN0V Y,1\AV il culalall s Basall cbly s
YY1 - 40A YA YLVEVY Oadsilly Gumaall 3usad) bl 85
SEVYVAY Y YYAS YYVYE il G peall ausEl Sagall ol aladtul
Aoliall 3agall cualluah :puliit
SOY O FLSVY TN Y6V Lleall 50 Julas) Lalias) Jluy aladiul
, £AYY Y,V¥40 Y YE4+ aldghudly aledl Slasy a3 Gedll Jilats ALl
SNOY g0 YATYY Y0706 subaladl e gTse e Lndse s Basadl olibin Llaay)
SAYY V08¢ Y,YWVe Y, Y\VA cllaall 3 culall Julss) Liluas ) Jilash aloasul
£,04 £ YYY . £V bl Judasl LSsby Basadl by alaasil

Llaall ks Lalal

:alandl 3 40) — o

Lolas¥) Loo Kol cluwdall o 5ads Llaadl 5,0 Gebiial Lowalls
(V) a3 dsaadl alijf 3 Jall wie (5 A oo Laalaal 1,3€ CIBAS Y sl
B slite Taus Gaslae o35 Ll lualy umie o ua (lEall 3,0Y) ulidal

Yo¥

45 Zaiil sda . il Galelall Susadl cbls g

58 Cpdiaill G




03973 (S a9ruus 3 .

obiiall Gl LT 0l o Bl 5 qalil) il s ) Liges
S Badlid Tl spall callad alaiialy palal Daleal o] S st
ase (a5 Tnad ol o yenlic B el cpiltnal (g o slil

(o IS S Gl (Sl plBl) G280 58

(M) p85 Jge
oubadal () Lo g dsbundl Slaw giall
asall s ghaill dusS 3
u.)hu&“.h.w"ﬂ‘
L et (t)u:m olaatl  elaat JA-\-M-U J:ljh.i.“wl:ﬁ“
Llat)  dutasyl
SVAS T LFYV TV00T YIYAY Busall ssea 68 3 nlabeall sl a5 L3 ugas
Lot agild g5uue (1o
LYYV YN Y VAT0 ey cbladly cleadd Jalaly olsduldl als
Jadl Sty agleas sl Jiluglly 3,k0

 paliusall ool — &

Llaall g Lala3¥) Lo Sl lasall o N (A) oS, Jsandl alsf s
B Juol (o cppaind Busadl Lusles 5 ,aY) oo Laalan] Calias ¥
Jsd ) Zaill sda Lsedd a8y atuwall sbdll Guldes Lald Slic
WJelS U panly L8 Bl 3V Loy paltl) a4l

LR [y P EN e.@.wLm.;!j Qilablls MJj:.fbj Oaloladl sy —
paedd ol g Ll Glay cplaball cliy uads 3 Gubidall Jaidy
Joaadl 5 Lalany) LAY a1 seany due Sall slaiall 8 J<agl)
sda le Llaally Lulas¥l cladall fa BNEA) ssas ase L (4) a3,

Yot




1dloliadl 3 gall (Deming) geiads i ged

Qalas Y olane UL C““m| 028l Jga8 (S a3 ey BDAN saliall
(A e Lealaa)
(1) p8s dss>
Oadoladl £l8g s 5 (uladal (1) HLGAS g duliadl Gilaw giall
S (485 g agaal sy glakai¥lg

b o it
§ Fhuo L e s el
fay O ooy ol JSaglls dusli ) lSLASSYS : puLid
Liat)  Lalasyl
CAYYV0YA L YUVY YEATE clstad) G Soes dagide Jlall SlsiE ssay
Bhall Jal
S0 VANS TAYT YA 3 Baadl Jf sl 5Ll e Jsadll e SR
OSan =By p

YO YLYEY VYA YAE) algially Jabll pues al L bl il

(Y*) a3y g
AL Lo,y duas b puladal () HLidl g duluwadl Glaw giall
dUSE (AdA ueie g (SERVQUAL leaa)

(bt Jaw git
oy %8 Tolan ola (SERVQUAL glas) (ibi3l Lid : pulilt

dlad) Lulasy)

o,\\4 ¢,¢-0) Y,A00- Tangibles — clLullly ol salll

, 0,YA4 £,-V-V Y1470 Reliability — Lulaie¥ly 285 Ll

, o,VAV Y,40AY Y,0:0A Responsiveness — Zulainyl

s YUY Y,VAL Y,EYA- Assurance — agailly le¥l

, 1,060 Y,ALYY Y,EYN4 Empathy — 4oLyl cablasll

S ¥EV 408 YA Y,VAYY Wit el &,les LK a8ls

o

{(AQUSH (Auid) el sla¥ly (SERVQUAL slas) il sbid ) —
clanadl G laaly BYBA) alia o I (V0) a3, Jsaad ali)f yuas

Y.o




03973 (S a9ruus 3 .

o Lwad ) ualinll ) Bl 13 L5y eLt) Jsm Dilaally Loty
358 I Lubiunl) bl siall 5035 SERVQUAL £ sais polall Gulidal
IS (1) @lolaal shyal wie Lad iy 138y dlaal)l LagSall lasd
iy Ol (s Al y Ablian] Bignd a8 pdll poan ol Eus ucie
palal) samiall il Ll uliiall 1) el G2l Jpd ne ia
o8 Dlaally Lola3yl Lo sSall Slanall BSAN s cw 3 JLall (YL
B 1 8o sall o lan oo 8blie Zaslill LK (20835 e (5,03

(02l J 53 aaal LalS dilaa] Y wgay pae o3 Gay ouiadll Glis

—gosl’ il g "DMM-giass” gigal) jshaall gigadll jLuAl
(" MBNQA

S8 S pan e 8Kkl alubpul 8 sy g i
sday e’ oY) gisad B Laead Trpall” glsel 8 e
i I3 oyl 25 £(Y) By S 6 Biane L3ilad] et 30 o saual
Lalaall 3o0) LS55 o JS () Lol 3I0¥) LS55 e dagls il jlue 8Ly
(Lol SloS o) Duilelalls alolall slighy saiuall s shaill

Llpad o Tl lwad dlin o A (V) a3, Jsond ol i
Julas sie Lle Jgumadl a3 30 bl molil) sda o6 Lo 1) g galdl
(Fit) Zlao auls | shaal G;yfn ia o8 QAT e foujdan g £iged
ghoall A a3y hadl Sy bl Sars o)l gisaldl o Juidl
Lol sl ) sladall olif LS5 ) Saldl G s L] SEH | ghaall
e o (V) ady Jgandl Al cpo il s (Lakl @33;:@:1,1‘.“11 $10Y1 5
Bl Lolanl AV o p) e S i e Dl ol dgiaal
1 Dobaall 5] 2S5 Gn slone Bl Ll 3 L] 4,23 35 (< 0.01)
Lo gl 5 Gund (6l saitl) s le Dl o o<l sl =l

Y




1dloliadl 3 gall (Deming) geiads i ged

(YY) o8, Jge
Sl jall Ganyg e gigad o geall &l LA
il g dgant Asbul) bl pall o

S s ala T
s = 3gatl
FIRT A S ERte s
P<0.001 Yo¥\A  \Y-¢ (i) il gisad

P<0001  YEV-,&  AYor e JS Ul Bl e ohlie (V) a3y Lokl el
oolalall oLy oyaiadl skl dleadl 3

Il Gadaty aaygady Lalebaly

P<00l YooY,y AY-Y  sla) J Subdl e slue 5(Y) ads sshll gigel
(i'_'n‘)l_'il\ 3\'_31.\53.“) L«;LU 9‘4‘2“3 uﬂl_n).“

s (e

- M

lasall IS5 g Bl s Lulsull s 5 el S5 S

Lo sSall Tl JVA lliy o(3usad) 5500Y) @yl "DMM—gian” £ sall
Sl 3 Lad pigall ol ans® a3 03y . (Basiall Lusal byl L3)
STk aly el Jlaall 3 ast By donsiand By i oSy G
sl clujles Cin3 e Lad ol 30y gasSall Jlaad i ks
Lo a5) Llaally Lolas¥) Lo Sl olasal us " ass ,u;g s
A8Vl Gans sl Lad a3 elld JS I BLAYL, (<Y Buw Lals
Go oSy prienal BB LN G (e Osials e Jass 3 Tl
Ll o) U5t (Sasy MBNQA—gasyulls 73 sail Llasall Al em
Gl Tl sl jull S5 elliSy it Ll el i L)
b e 5 Al el s o 0o adsl ey izl as® adsla
B b pospalll Gkl cinsd Tlall Ludpal o6 Ly ¥y LS a¥1 &l
s MU 5Ll 51y i (n Sl Tl ) Sm3all gl sl e
a5 Gl By 331 Cay Bl Bl sl sl La Ll

YoV




03973 (S a9ruus 3 .

oo JS Luly g dglaie Ll Tl o Ga (el o oSas

oAl Saaaie Gunlie asdiud (PR (H~)[D0uglas & Fredendall, 2004]
Alaall By alails il ;,am ol LS5 Je) Sl
[Anderson et al, 4wy oo ABAS (S (Loadd Llaall wlayday
| soddial cpdll [Rungtusanatham et al, 1998] (" Dai,ey (V1995]
M3y e sl b Tl Sl (e L8 S ol Jas Taaly Lo
Syl JMA (e Lgiaast o ST a3 (3 (3] o jluaall day i
moall 138 Zasiy (MBNQA) " goalls” g3 5o el Gl sie Tl
Bl oot oy dobanyl Lalil o Judl o oiiad (o by c
[Douglas & dulyu po il 55 ot sda g Lulagll e¥olaall e g_'.:\.dl Julasll

Wl 5 Laaal) cloasd) By 8 D Fredendall, 2004]

[Douglas & &, e AHAS Lllall Lul,all of Ladd S5 o cas oSU;

S Lwadd Holaadll o saiel ALGN sls ) (bl (f $ Fredendall, 2004]

ks o oaial yemie GuSas ) slol) Gule o ., SERVQUAL sl

‘at,u;f\ o DaSall alosdl) m o Lol ol = oY) S Bl e Y
ot sia sl oo Wl eloglasll e Jya;n Lsrn A

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\'\~)
model of total quality in services. Decision Sciences, 35(3), 393-422.

Anderson. J., Rungustunatham, M., Schroeder, R.; Devaraj, S. (1995), (\‘\\)
A path analytic model of a theory of quality management underlying the
Deming management method: Preliminary empirical findings. Decision
Sciences, 26, 637-658.

Rungtusanatham, M., Forza, C., Filippini, R.; Anderson, J. (1998), (\‘\Y)
A replication study of a theory of quality management underlying the
Deming management method: Insights from an Italian context. Journal of
Operations Management, 17, 77-95.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\'\V)
model of total quality in services. Decision Sciences, 35(3), 393-422




1dloliadl 3 gall (Deming) geiads i ged

Sl Talal 1591 Lol (a8l a8 ) T Lyl 8005y
B A a0 J gl B8 L gie aes ellia oS5 BB G0 ae L e’
Sl 5 Lale Jgamnd) @3 3 b dgliie il slae of Jo8 cSass
Lole e gl bulidy 008 g Al clla) Gans pe oSy L

ool S5 e Al 580 L Ll S0yl LS5 o el oe

u\ (5 55 i Bl sl pall o doiiil oda iy alaills ¢ lalls LAl
"[Deming, 1986] Lale sual i st Ly ¥ Bagall jslaal JolS agal
UL" u,oj.a L.u_u\ya.“ uJ b._\.u.u) bJL\S Sda g ‘J‘ ‘)“ eLﬁ JS_“... 34a13 U‘ L)S"‘:‘ Y
ULLHJLM ‘_;.‘.C ‘:L.L’..“ é)‘..\y‘ ):uLaJ .J‘).AA...HY‘J u.u;al.’.s.“J u.u:u.u d8.ld 3..\‘9.}"
o5 bl bl 5 Lad lasly oS " e gise olaSiy Susal
Al slosdl By Lueliall Bl

Hasly el Bupal oloss laa (Guabie adaill L5 JSa a3
Jiad Lad a3y aglosties oSLol o8 o salie JSay A5 A o3
Susad) culld aludialy FEal 50y Laa (ol Dilaall 550 LS5
Bl el S o Al pe gy ) Ll ul) il ol ALl
""*)Douglass & Fredendall, 2004] Calyo po ol oda 389355 Lilaall
Ll o po lliSy (H-\)[Anderson et al, 1995] Luwlys ae AIRAS i<l
.(\W)[Rungtusanatham et al., 199§]

Deming, W. (1986), Out of the crisis. Cambridge: Massachusetts Institute of (\ a1 i)
Technology Press.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\'\O)
model of total quality in services. Decision Sciences, 35(3), 393-422.

Anderson. J., Rungustunatham, M., Schroeder, R.; Devaraj, S. (1995), A path (\ '\'\)
analytic model of a theory of quality management underlying the Deming manage-

ment method: Preliminary empirical findings. Decision Sciences, 26, 637-658.
Rungtusanatham, M., Forza, C., Filippini, R.; Anderson, J. (1998), A replication study (\ ‘\V)

of a theory of quality management underlying the Deming management method:
Insights from an Italian context. Journal of Operations Management, 17, 77-95.

AR




03973 (S a9ruus 3 .

Aoltll 5agall o) Jloe (5 Bl slahyall o A o3a 3453
Anderson et al.,] 8asadl 3l & L‘.:ﬁj i).;c.\.c ;hcd\ LS5 ,a0al ?_“Jl
Huq & <"V Leonard & McAdam, 2003 <" Y Roche, 2002 <* 1994 (a)

.[(WY)McAdam, et al., 1998 «""Martin, 2000

S8 Talaall 5 10] Gy g slaly LAl gt s Tall el L
Ll 3l 5 Loniooatll Fd) 6 opiiand pall 505 e Lt L) Lyl L3
sals elile aludTad o Yay oKl Ll clasdll By 8 cupal 3
e ecpilite GpralBe aladiad o3 85 alally SN ¢ glatl G e
oo audial Gaa (8o AR ¢y glaill Mias B gall Lauals ulile padiul
LA et Gule o g s - sl s sall ol )
VS (S0 o) sl olail uliie oSy calaall 30 s 850 Ble o
439 (Douglas & Fredendall, 2004] 4| Junsi Lo ao 345 daaiill sdag
L3Mall Loaal elin e Loo Sal) clanall T 6 @f elld 3 cad) oSG
OS5 ssgenll aa®s Al deadd) clleadl o s fnisal e ol
sy 6w Qs LesSadl Sliial U3 e sdlie Yy

Anderson, E. W., Fornell, C.; Lehmann, D. R. (1994a), Customer (\'\/\)
satisfaction, market share, and profitability: Finding from Sweden. Journal
of Marketing, 58(July), 53-66.

Roche, E. (2002), The implementation of quality management initiatives in (\ '\‘\)
the context of organizational learning. Journal of European Industrial
Training, 26(2), 142-153.

Leonard, D.; McAdam, R. (2003), Impacting organizational learning: the (\V~)
training and experiences of quality award examiners and assessors. Journal

of European Industrial Training, 27(1), 16-21.

Hugq, Z.; Martin, T. (2000), Workforce cultural factors in TQM/CQI implementation (\V \)
in hospitals. Health Care Management Review, 25(3), 80-103.

McAdam, R.; Leitch, C.; Harrison, R. (1998), The links between organiza- (\VY)
tional learning and total quality: a critical review. Journal of European
Industrial Training, 22(2), 47-56.

Yy




1dloliadl 3 gall (Deming) geiads i ged

e Lty lalall 5l Lilenl) 3,0 oy A8l pes ) Ll pull B sy
LSt ol Bl 5 eyl 3l Loyl Tt e 385 Al aa . 5L sl
La ) Bl CSYBA ia 513 . D liall Bl 8 ey 30 sl e 343 Y
Bl 3 ol o Lt S5 0 v oSl el Bl e sl (g
saieg A" yaie cule LS sia s yuolie Besdtil Lasiaill
iy O s laa g .(\W)[Douglas & Fredendall, 2004 " Jaa)l delys of del ol
u-" IJ:;_:ﬁ ‘,_1 (Wo)[Anderson et al., 1995] (Wi)[Rungtusanatham et al., 1998]
Ol pall fila o (o ¢ yilis St agailly Ll gall” 5 " Jaall e LY yumie
pdgaig Galalall sliy Jadlls Sy ulide aladiuly Joliy sl y JSi Lol o
I Ga8as s Dslaballs
a Sl 5Ll S Luolal SlLEY Gulie Loyl sia 8 Landiu
o Ll L L35 sy Jlad¥] daads B3 yunlic le Juisl Gulidal lia
LS55 b Laga | e iy 3l Jalall sl f fle 355 30 5l ol giaal) pan
"Murphy et al., 2002 <" [Nikolaou, 2003] sLisal sla3 4clibaily Jalal +li
a0 iy cald 3 el ol pan o S5 o g [ Robbins etal., 2002

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\VV)
model of total quality in services. Decision Sciences, 35(3), 393-422.
Rungtusanatham, M., Forza, C., Filippini, R.; Anderson, J. (1998), A replication study (\ \ i)
of a theory of quality management underlying the Deming management method:
Insights from an Italian context. Journal of Operations Management, 17, 77-95.

Anderson. J., Rungustunatham, M., Schroeder, R.; Devaraj, S. (1995), A path (\VO)
analytic model of a theory of quality management underlying the Deming manage-

ment method: Preliminary empirical findings. Decision Sciences, 26, 637-658.

Nikolaou, I. (2003), Fitting the person to the organization: examining the (\V'\)
personality-job performance relationship from a new perspective. Journal of
Managerial Psychology, 18(7), 639-648.

Murphy, G.; Athanasou, J.; King, N. (2002), Job satisfaction and organiza- (\VV)
tional citizenship behavior: A study of Australian human-service profes-
sionals. Journal of Managerial Psychology, 17(4), 287-297.

Robbins, T. L., Crino, M. D.; Fredendall, L. D. (2002), An integrative model of the (\V/\)
empowerment process. Human Resource Management Review, 12, 419-433.

AR




03973 (S a9ruus 3 .

LS5 Laes cuny Lad (Laal) Londl) o Licliall Bl 3 ol yus " gian”
Sl Ll s 5 Lo s’ 3050 a3y g Lol Gl L gy Sl il o
sl 3l Basall el (8 b sl paea e Gulalad) 8] 855508 (0 Al
Y )Mascarenhaset al.,2004] sLasall Jol<H sLais¥ls Joladl sads Sy Al
LS5 T Laco Dllall Lad,ull Loy ol .[(\A’)Dzmitriades: 2000
Taill ooy Ll ls¥y LN sl ] ol s JSuglls Lualall olalaasyl
O e “.\.;. S u:“ ell3 s {Douglas at Fredendall, 2004] Lgal] Juo 53 ) L
coie 555Kl Ll ge Lobad Laliae Ll cvanditod Zlat) Lo 5ull
Luaadl glaall Tladl Lk ul 8 Londial uid Ll closdll By
po anat Lol sdag AL Ly sae a3l SERVQUAL g3 gl
Sle LSty Lawdall 3 Al Jlas¥l olsids cuie 3 ol

[ YDonnelly, et al., 1995 <" Kim et al., 2004] :;sgy\ L)

(\M)[Anderson ctal, 1995] Juo s Leliall Tl &§ agiwl o PA
L3l st liay sl s bl £S5 G BBe d3ms) pe )

Mascarenhas, O.; Kesavan, R.; Bernacchi, M. (2004), Customer value-chain (\V‘\)
involvement for co-creating customer delight. Journal of Consumer Market-

ing, 21(7), 486-496.

Dimitriades, Z. (2000), Total involvement in quality management. Team (\/\~)
Performance Management, 6(7), 117-122.

Kim, Y.; Lee, S.; Yun, D. (2004), Integrating current and competitive (\/\\)
service-quality level analyses for service-quality improvement programs.
Managing Service Quality, 14(4), 288-296.

Donnelly, M.; Wisneiwski, M.; Dalrymple, J.; Curry, A. (1995), Measuring (\/\\‘)
service quality in local government: the SERVQUAL approach. Interna-

tional Journal of Public Sector Management, 8(7), 15-20.

Anderson. J., Rungustunatham, M., Schroeder, R.; Devaraj, S. (1995), A (\/\Y)
path analytic model of a theory of quality management underlying the
Deming management method: Preliminary empirical findings. Decision
Sciences, 26, 637-658.




1dloliadl 3 gall (Deming) geiads i ged

gise Lad alls Al Lebal Bl 3 @,aY Ll o oua
a3 Lsela Be :_\;JAL.‘J (\Ai)[Rungtusa;latham etal., 1998] " giaus”
[Douglas & Fredindall, dseaddl Tudl cdgls Al Saaa sl Ladall L
Al s Lo cull 13gly L 23)all sigl ;mn as3 als **)2004]
(oo Laew ellin ¥ (AT el 8 ol all Go asal shoal 55558
cans Dbl el PR e aeall ssa s oLy Ml sigd Lgs
Lo al) Lol gasalls g cnoaiid (3 sl plins o s ¢
Meyer <" Wilson & Collier, 2000] J2ills L3)all 838 syay I clings
Lyl Wi [C*IMeyer & Schweikhart, 2001 <*"and Collier, 2001
S alag "rhan gise ol S AY clu ol MG L

A 83 (p<0.01) Lj.i.l_.a.al ped

Lolasall ol o asal shoal I Bsess o5 &l 3l sia
uT)SLQi%()SJJ@M‘ IRV J)A:_‘(L\A.\.A.a.m_‘.“ ‘cé_:%(@.l.\a—a*.*. CJ‘:\:\-.! Uj)

Rungtusanatham, M., Forza, C., Filippini, R.; Anderson, J. (1998), A(\/\i)
replication study of a theory of quality management underlying the Deming
management method: Insights from an Italian context. Journal of Opera-

tions Management, 17, 77-95.

Douglas, T.; Fredendall, L. (2004), Evaluating the Deming management (\/\0)
model of total quality in services. Decision Sciences, 35(3), 393-422.

Wilson, D.; Collier, D. (2000), An empirical investigation of the Malcolm (\/\'\)
Baldrige National Quality Award Casual Model. Decision Sciences, 31, 361-

383.

Meyer, S.; Collier, D. (2001), An empirical test of the casual relationships (\/\\/)
in the Baldrige Health care pilot criteria. Journal of Operations Manage-

ment, 19, 403-425.

Meyer, S.; Schweikhart, S. (2001), “Empirical support for the Baldrige (\/\/\)
Award Framework in US hospitals”, Health Care Management Review, in

press.

YyvY




onATj (S a9ruus 3 .

SERVQUAL isadl Luadll sylaall Tl Tubyull 3 Loladso
o ol Aagill 838 U ool 53 58 Lag, AL sLis ) uliial yualiaS
o Lwadd sgladdl o le Lad cglail laa Ju o8 g,Al Lal
sl & S5 ool Loyl ol,sde Jias Jadls SERVQUAL
35 it 5 B3 Lib ) rliall (il JLBAT 3 &5 yo (5 o) 5,23
Al Lals (A8 (Aaniat dlias) Lioad sl ng;Jl e1o¥1 Laadil Lonie
el s 3 il o 331550 Ny DAl pes ] Jumsill 5 3dgo
Ll Slal o Lagoladil (e a2l e [Douglas & Fredendall, 2004]
Sl Jals ol Loyl 5 LS Z8KE0 (20833 e Yo slodU 15850
[Douglas & Fredendall, 2004]*;,‘9.5 Jadlly g5l taa s Ldial
SERVQUAL ubiie Lliituall ol ull 5833 of Lagialyo 5 sl
Ladt cuopal sl 215381 138 . L elo¥) e Suall 550 L) s

.[(M')Van ISyke et al., 1997 ;(\M)Badri et al., 1999]

O LYl M Gans Laludl Lo Lul,ull sia s Wla adl

Sl ol Ll abllyy - mians” riped 3 dawad) cla
Liady . "MBNQA— gl 358 Jie Byl 3 Lo gilais cnsie il
3abdll LS 3 e e Bwaa ol b ‘bl_nl.: lbw¥) zd gl J:.JL;‘
Uiy paanal s shily Dileall $0u] Sl ity (Ll 45,0)
Uy e ilan] Tllall o mil cadgls agebisls ol
Gl e Y Ly — LY ) Usess Lol sia sl gisail 3 bsals

Badri, M.; Davis, D.; Davis, D. (1999), Quality service in the hospitality (\/\‘\)
industry: an international perspective, Middle East Business Review, 3(1),

22-48.

Van Dyke, T. P., Kappelman, L. A.; Prybutok, V. R. (1997), Measuring (\‘\ )
information system service quality: Concerns on the use of SERVQUAL
questionnaire. MIS Quarterly, 21(2), 195-209.




1dloliadl 3 gall (Deming) geiads i ged

sLaiall (g S allill ey (03 30lal LS55 Laaal (g — clall Jlowe
Ay Aelsy Lle 3,a a3 Basd, 5ulS ) dalall Guels GuosSal
Lo elsie ot 38830 paanll pon iy Supad) Lghuue

Loola3Y! Lee sl liiall s o3l Julads Lt adall sia 3 Liad
e ol ealind il lael Sasiall Tl a3 Llaall
PSR RIURSTE R IF- RN TICTIRC TR NWER NS
dia o () Julad el 8usall Lilules o5 bsale J<a dulasyl
Iy Lpdns oy olS (K8 Gunliall paay le oidll G LA
b3S GunlBall e sgane sae o lMEAS Badly ol 4 (s (B (S0

Dlaall oo Sal) clasall 3 Lhagos Llall S0y LS55 of Ladl
b ol G el g YA ellia g DulasYL & ls 3ol Gpe i pRaTS
eliad Ll laasiall uSats Sasall Glab La Llall 5,0¥1 g0
O30 da sl gy Lgs wlold elia o Llaall Lo <Kol elanall s 3oL
i okl Bule] Bo5d L ol ada e a8y Al 3 1SR ol
Do T ST S0 ady Lulaty) dua Sl claiall b ol Lo
Soall Laldll 55a¥l el ol yhanall Ji3

o5 Blaall Lo Sl olanall Ll ssay N Lad polill s,
Syns Slanall L3 L3l olail e G @ Bosall Tiaals (ulide
Slel UUMJM,M Ll olaall Tl Guldall ;alie Gl g AT
closal ubie Joadl Llaoll olasad LLad aiusy Lalss¥ e
oolilia s (ol Bugall Collud aladtad Guliday cloladl 8asall Lolal)
SERVQUAL 3 5ai) Luadll ylaall JMA G 505N sl )

pae Bas oa el Dol clSHl Ges Gunlie dliag
sda ey cdalaally Loladyl LueSall Bl Lsass SLGAL gsag
omnlial) Wbl gl e Cpaaiae Jand) oy dibeall 350 Gulial

Yye




03973 (S a9ruus 3 .

Ladl con pbls U8y Gud Sy B8 WAL damid gAY
038 ysms Bady ¥ cpn 8 punliall 03a Gl suoliall Gaay 8 oGS
Liloa] Lgiae old WAY) cilS el gy LAY Lday & cEAY)
@%@sxgamﬂ@@@@@mwmhmnggyg@u
LB Gunliall Lo 0S5 3l unlial
Slfinns cubia Gunlial i e sualiall ans o S el
S JEal i Aad Dulaall g Lolas¥) LoasSall linall sl g Tun dite
(b 0l ) Lo il Jiay st o 3,0) 2591 alindl S35
(Y, Y14V slanall Uy 9,89 aues alal] — )
A(Y,014Y) s &SI Gudy Sagadl uad e Goaygall SN — Y
(N, 0NNY) G a oIS, aly s sell LS ol asals — ¥
g LU Lolany) ety pilald e oluss mu® - §
(Y, 6604) Jalyally olsial
(Y, IAR) Basall Lealadl el Llall 350091 a0 — o
Lol ol ol ana®il LMW1 oylgall Llall S l0Y) Lusss — 1
(Y. ATAA) Bagally
ATVYY) (&l Sl colonall) Susall Lalall cblall 85 — v
(Y, 0V1Y) caliall cigl 3 Supall Lalal bl s — A
(YYYA) Cuisuall g el aasil Bagall clily aladil — 4
(Y180 maadl o (sTe e Basall clily Gases Blaayl Y-
(Y IVETY) Goassall Ja¥l sk sple mia =)
el (g0 Cpbiatl) IS 5 Llall 5,0y aleialy §man s Sl oia
sla muadly Lusgs 3 clasall sla Hobd oo bl sl Judly
olul s P s JSi dujlaall dajs (uld LS 5o Ld ol jlaall
5 Sl Gipas ) Gags Y Lulyal sda o e al ) ey Ll

AR N




1dloliadl 3 gall (Deming) geiads i ged

S igall o Sl suall 138 Ljlas 5 shune (S5 O ol ydhall 038 (5 g
a5 claiall sda 3 LA g3a%e o alay 138y .cls M BIEU seuy
Jeiuall (3 o sadl) Goeds Uglaes clusleal sda S5 o
Mwuutwgtulﬂﬂémuwmdpjw‘%nuk
5o Al el yadall Gaa dba B LYl (& Lesdl) clasall 8 Lssag
Saa (6l 385 O e — el M — 8,08 Lo sSall slasall o 3 J3al )
m&ga,_msjg_\?.ajlxaydqy‘e;j%‘;&b.&ug_\ymﬁm
cubia S Slpbfall Blad LS omtall Eise Lobua ol Jaal
el siall sda o oo B Ladly s Y a8 el oY Aisie ol sl
2o ol ol 3gly Dladlly Lulas¥) B8l (py Eide 5ué Ll
Boa e 88 < Dlle clbugio culia S ol bl
LY ol pdhall Jaan Badh Lulas¥ das gsall ailidall dewills
rdalle dubun oilbaogis e
(£,0AV0) daialy Gassall aas Al cliial gally lalasy) —
(6 8VY0) Gamantinl agiily an Go sSow @lﬂlw&gabﬂl - v
ekl Loladl clblad) Jalasl LSk sosadl Jiluy aladiul ol — ¥
(8N (&) Sl Baall (ie) Dleal)
LY &l i hall Jgan Bads dalaall dus gsatl esliiiall dauiily L
rdalle dubun clbusgie o
(81640 Bugall Lujles Ll g5ume Joad3 Liladl 3,lay) —
(6 YY) Lad) 55100 Susall Lujlead dadly ilaal ssay — ¥
(ENYAN) Loy S siall maa e Sugad) Cilaal wand Ldgas — ¥
(EYV ) Dllal) B 3 el Lgie A3 ase g Bagall Lianl e 5S 30 — €
(£,Y0714) Bugadl Lujles 55y Cplelall alaial — o

AR




03973 (S a9ruus 3 .

|
~

(EYVAYY slanall 8 Lage Lina patuwall Lol oS
sle S5y Jeans 3 il il b33l 5,0y als — v
(£,07141) £ls¥l
(8,1 £0) danaly gpassall s ) elislsally clilasyl — A
Sl agiBl ob o Lalal & 550 ol siall gaaa (3 0,3Y1 - 4
(£,Y114)
skl Lolall cblal Julas) Lishy sasall Jiluy aladial —)-
(E,YYY ) Llaall
(£,60Y) (SERVQUAL) abslally clugalall =3
{(£,+V+V) (SERVQUAL) Zuslaic¥ls 28y Ldloaall —\Y
Lo sSall clliiall s YEAY) sy OF AT 850 S35 0 ag
(AT g o Lol Lo Kol laiall 35855 dga o Llaally Tulasyl
Lo oSl Qw‘gésd\}.;“ Lioal e (8 L L350 ssay pac ey a3
el a3 Gl aaloall s3a G Gagll o Al B3 LSy L Lulasy)
e Tolas¥) Lali g Lo oSl el 3 Bugall Lusles cligioe S
5 Lo sSal Bl 3 LuLESEd) Tyl ada 3 Liad 38 el o0 Sy
Lale SU30 LA (aaal e ) Busadl (8 gl Gans ey
Lo Luslaall daps g ST Gaxds Ll ol
T W PRUEPURCUI G I W Y P AL BN
Ol Ol oYy Gusmaall Lala Liaal ey Lol yull sda 508 )
Wiao Mol Tolel Luwhpul ciond w8l . s ISt L by 30 sadl Cpaaunis
Syball Gans gos Lad 35 "DMM—grian e o LS55 davu
gisall kil "MBNQA-g,ull' cludys e degall ol
Lganl (BN o waall ) s g3l Baadle (Sas Foaw Las andtiual

YA




1dloliadl 3 gall (Deming) geiads i ged

O 4
Goie G2daS 8 Llall Loy Lisan o0 5035 0L ¢ 530
LlET e L5, ol 0S5 O cms Ll aSGall Grag casiiall 895
cialailly Ghoall Lawls oo Bugadl ol dosat Loaals Liajay
Oos Basalls Lajsas (53 LelaShy dabiiall Gl Lia (o )il
Lluall L,y 50bEl Lueal pald iy Lulyull ool @ S
DA Gag -BLiall 8 alailly o lally LAl oy glaill e Loy (saey
el Al e Lad 8Ll L85 s (ala Kty ol isadl sk
Lyl clivmy slatall 5 cpleall jsas sae o i€y salal
Load gl Ll yull sia Jaly agalad Lasse ol SLaiall Lully aa,gaiy
Amdt & Bigelow,] ol e woall J3las Jae cilS laa Lege
&54? Llall 8 luY 8,08 (suse A .[(\”)Bender al Krasnick, 1995 «(**V1995
3891 Al by LAEN Laliiiaaall L350 4l o e Luoadd) cladall ¢ro wsanl)
599 S Ta Ll yully Lilinie 3 8o sall Luslaal 430 sl syl sl
Bagall allasy Lalal) Clsad) puan o Mall Lays gay Llall 3,05y
ltage o3 Lol sLasall (a3 Y 8 disally Tagall 38 (99 4 S
Bogadl slas
Lalad) 3o sat) by 103 Miate) aladll oy Ls3 Le ia o o

el fb La L ale I Llall 5,031 LS5 5 o

‘G

$

Arndt, M.; Bigelow, B. (1995), The implementation of total quality manage- (\ ‘\\)
ment in hospitals: How good is the fit? Health Care Management Review,

20(4), 7-14.

Bender, A.; Krasnick, C. (1995), Total quality management: Lessons learned (\ ‘\\’)
from the medical practice environment. Health Care Supervisor, 13(4), 70-

76.

AR




03973 (S a9ruus 3 .

pladtily 3l 5yl Uate) Lulaall 35y (@l LAl
(ALelad) 3o pad)
(Basad) Lauls : 8 Miata) A2ladl oysbasl) oo 308 We lia o
Bagadl codlad aladsuls 35LEatl 3oy 18 Aiatas) Lbaadl 5 05
Solayl cdiw LS (deladl
slas agelubaily culolall eligy Lolaall 3500 Gus Lis8 L8)e Wlia i @
slasd
sbias] pubafiey satall Hoshaill L3 G 5508 48e dla @
ALY
LaogSall clitiall Gy &5,Eall EULYI oo Lulyull 55 aal 0 @
(0l sy Sua dalaallg daalasyl
AoalasYly Lola ol LoasSad claiall o 50 TOGEAI dlia o
Ll a3 LS Juadl Lulasy) eladal of Jsil oSas ale Sy
Lol sl £yl 8aladl 8 Ll ey ARV o gy Ll
cellaiall ol Lgaad o3 ey o8 LE3a3 SN Bugall dduls
LiosSall clatal e =i858% Lla ol Liap<all claiall o
Seosall has S elialpally clibasyl 3 Lalasy)
w5l wd e 05Sonn Jalsedl paan 308 a2
Jalas LBl Sugadl Jlas alasiad o3y Ly &gyl
(Al Cmal) Jio Libeall ks Laladl sl
LiosSall elatall Lo @i8g8s LolasY Lasp<all elaiall o
ssas Busad) Lujlas Llgiue Jans Llal) 5,05y 1 8 dulaal
woant Llgad bilall 3500 Sugatl Lujlant Laaly Cilaai

Loaal o 5030 @yl olsiwall s e Supall il

Yy.




1dloliadl 3 gall (Deming) geiads i ged

Oalelad) alaial Llall LRSS 5ynal Lie 1330 asey Sugal
OsSot olsiuel) pran (3 08U Bo gl Lujles 35500
i) a5 pa e Lol
oot Leaal Slaaall puill NA o Ladyull aS53 1 ,ailg o
e Baaiual)l claglaally gl b 5 LESY) Loaaly At 535l
iy el Sy Lland) Bolo) sl audiid O s 3L
Soa¥) ) OS5 o 13 3Rty o Busadl palns £l o i laag
slatall 3 Laliy aulatll ole watas 485 3l Lo §5ukall
Lalall 3,0¥) 8,080 ane o coialill o woaall mudgs LSy duesSal
o) satd) 3L g3l pa Lo sladall b aTatl Ly 38 e
Lol sbasy Lholill Sasall sygn Liaals p LSS anay ulalal
Jackson ¢«*)Ciemil, 1997 «*"Bender & Krasnick, 1995]
"V Teng & Hawamdeh, 2002 <(***)1999

Rl ) Bise Loy 3 O a8 93k Sask) Gadal

Bender, A.; Krasnick, C. (1995), Total quality management: Lessons learned (\ °\Y)
from the medical practice environment. Health Care Supervisor, 13(4), 70-

76.

Cicmil, S. (1997), Achieving completeness through TQ principles and (\ a 2)
organizational learning. The Learning Organization, 4(1), 30-34.

Jackson, S. (1999), Exploring the possible reasons why the UK Government (\ a 0)
commended the EFQM excellence model as the framework for delivering
governance in the new NHS. International Journal of Health Care Quality
Assurance, 12(6), 244-253.

Teng, S.; Hawamdeh, S. (2002), Knowledge management in public libraries. (\ ‘\'\)
Aslib Proceedings: new information perspectives, 54(3), 188-197.

Yy




03973 (S a9ruus 3 .

Y Lsany Y0 1030 Ll o was cas 5ul8l 58 4 alaia¥l 2t

weSsly Gailigall ey ale U< Loyl laall e s/l oSy

el Z,009) by sl (3 50l JLAA1 iy aule sy ald IS

Labiiall 3y Lolsiall (8 Gdltsall e 0 G o Lal 300 U<

Lasal 5 Lle Jsandl o5 A g8l 3 Lla oIS 1ia Lgdlaay

Lola3¥ly daesSall laiall G oA B (U5 oo S5 LS) Lla

o Llaally Lolasy) Lo Kall liiall fpn ,akI cglitl 13a sas o
Zuo sl e litiald Tl (8l el Jndlls yiias 5usall Lausloe 3 ey
J Lo = Bagadl Guulie (o wsaall Llle a8 T asay (e ae )l ulg = Gl
Ldao g sl s5adl Lade 5500 o oo A (52 Gl (e sl lia
O sl oo s Lulad¥) Lie Kol clanall Lol i 3usall ol
Leio Uit 2l Baclal 553 " Sabadl " LS5 S 13 S Cnal Gkl
) AT Gupliall jsad ey 08 Lpbe L8 Bagall (s 5AY) ssad) Lole
Sasad 0] Jaad Lla 2581 55 o s BuLll amic e adias
ey Leie Loy Lalay byl 8 LoosSall olanall L Lisa
Sle S5l Sasall Liaal e Lgas s}gzm e fus o elasd sia
Basadl S GIA &5 ey dadMU alaill Ty GIAT jaieall ol y oyl
LS slaiall Juadl st () Jadlls o5 S
O o asall il 5 el 5 e LAl I,

23l ol S ¢ DMM—gians’ gipa 5 iS55 IS Luasls Lule |bla
Lelgl Llal) 5,lay) olé ol kil Sosall SelSiay Tamgo 1] Jias
sl apad pran plod in 03 Basall olusles daaaly duiiialy
Gl A ye 5 Laliy Basall

Bsmoall Basall slaiall 38a3 (S 4l aas Lubll s 25 e sy o
B Busall maly 3 obsiuall Giline o gulaladl dlyd] oo wY

Yyy




1dloliadl 3 gall (Deming) geiads i ged

Sro O3 8Lkl Sl sLatsVL Jolall yaid o300 AIA) gl
el Juail ) Jsemsll ans pas L30 SLaiall Lle cns lin
Loaals clyianal s o L culalall JS a3 o Sayal
Bagall olisy 5 aeSinsl

sl (ol Lbl s el ol uband 300 Lual S5 Ludpall of By o
a8 e K55 o can Lol elanall 3 3yl of S ol s et
Sacinall A8 Bluslly Blall 5,31 e Uliagiay 2ed 504 Bl
isall Gagkill 3 ssead) (5 e B8 Basall B0 e

Luwall 5 Ll JLas¥l ol sy alaiayl Lad olaial Jle ooy o
B3N sla) b Jlady age S35 Ga Ll Lol

Lolas¥y Lo Kol wlanall o JS o o Ll Lkl e sl o
rdlad) Y (e o8 ) pliad Lme LAY Ll Llie 55
By Supad Gl e 5 o mas Siopald) LA Gulad o
palud o8 Sl SULadl o waall 52865 o s Y LS el g aa e
S saly Basall Laalill Sl Jie Guilpal e 5u5
B3 5 o LS il o350 6 50 o Y sl ol o
sy aa o Gudsdially Cpssaell aus® S8

bt Calaad yal

£1oA3Y) 1as Aalias duse s 3 ssLaals piseil 1ia Bole] cas o
Lo LrooSa Laad Dy (Fa3 AN Ll Lyl (3l s
Lloadl 3,04] o Soma€ TMe ellin of — Jliadl Juvww e — any
Loleadl 5,00] s Ae o wmys o Loty LAl osbail Guladiog
Talliay dgaliie Tas e Jyunnl @3 a3y - pamlall olatll Guliday
305 psandl dag e o< lenle il ) Bl e sl Lad
038 Jio o lilyy cran Al el EERSERIC RN

Yyy




03973 (S a9ruus 3 .

Sy ale JSi Galil e wiall Collaall o ol ale sl il
el Lroad Lo Go pela

Lasd g Liadian By 8 o L3al o3 Deming gigad of Lt Badall o @
pisadl LAY Lo i o ¥ axd Llladl Lyl (S0 aal) Jlaal
o laling Cglls Gl o g sl 138 (o wdally oSl Jlaall b
omlal gl e T Lusdlio il 53 o Sall Jlaal

seailly Dl gall" 5 " Jaadl e Laol" o 833l LLAAl Sole] Jubis e
Gf Gon Dol By 3 Llanll 3lu] e Logiidey " dlee J<a,
Tonsaas Ty 8 Lol aosd By 3 el ol 3 e Jpemn o5
) ) ey AEES ﬁb

Llaadl 5,0l Jandl delyy A3 E)e L daludl clulall opmaly o
Sals dalias e Lol Lulsull 3 epial — Bile S5 LS - oS,
(Jeadl (oS Al sl (3 @AY e whall (8 &5 (e

AN L] ol satunall sl LS55 o Tl L) sic o
2alS BB el luyul) 48 e Lple Jmadl a3 30 8B G aa
b Slapul o syl syaY 5y i ol e sliyy il
as Y O b @Al sigd L3 Lok Lacs alia 0¥ fsual aliu
) Akl alulall 8 acall 13a

i) sl ol e syl syl 555l e 4 ams eale U<

B el e ol e el liis ol By (Ll Ll

otaal) auans o L coas Lbataall elul ol Jie o Lale (Ga La il

Ly 3 £05L30 sliay) Gobiial yunlic Liumss SERVQUAL gisall Luwedl

Bl byl e Thle g5 Lo Jpanll I oo gl 58 S




1dloliadl 3 gall (Deming) geiads i ged

&> |
- Anderson, E. W., Fornell, C.; Lehmann, D. R. (1994a), Customer

satisfaction, market share, and profitability: Finding from Sweden.
Journal of Marketing, 58(July), 53-66.

- Anderson, J., Rungustusanatham, M.; Schroeder, R. (1994b), A
theory of quality management underlying the Deming management
method. Academy of Management Review, 19, 472-509.

- Anderson. J., Rungustunatham, M., Schroeder, R.; Devaraj, S.
(1995), A path analytic model of a theory of quality management
underlying the Deming management method: Preliminary empiri-
cal findings. Decision Sciences, 26, 637-658.

- Arndt, M.; Bigelow, B. (1995), The implementation of total quality
management in hospitals: How good is the fit? Health Care Man-
agement Review, 20(4), 7-14.

- Badri, M. (1999), The effect of quality management on firm perfor-
mance in the UAE: an empirical study using path analysis (in
Arabic). Derasat, the Journal of the University of Jordan, 26(2), 283-
311.

- Badri, M. Abdulla, M.; Al Khaili, M. Quality of medical care in
UAE hospitals utilizing the Malcolm Baldrige Quality Award di-
mensions in healthcare, fourthcoming (a): Journal of Gulf and Arab
Peninsula Studies (University of Kuwait).

- Badri, M. The Baldrige Education Criteria for Performance Excel-
lence Framework: Empirical Test and Validation, fourthcoming
(b): International Journal of Quality and Reliability Management.

- Badri, M.; Davis, D.; Davis, D. (1999), Quality service in the
hospitality industry: an international perspective, Middle East Busi-
ness Review, 3(1), 22-48.

- Badri, M.; Davis, D.; Davis, D. (1995), A study of measuring the
critical factors of quality management, International Journal of
Quality and Reliability Management, 12(2), 36-53.

Yye




0‘9973 (S a9ruus 3 .

Bell, R.; Keys, B. (1998), A conversation with Curt W. Reimann on
the background and future of the Baldrige award. Organizational
Dynamics, 26(4), 51-61.

Bender, A.; Krasnick, C. (1995), Total quality management: Les-
sons learned from the medical practice environment. Health Care
Supervisor, 13(4), 70-76.

Bentler, P. (1990), Comparative fit indexes in structural models.
Psychological Bulletin, 107, 237-246.

Boesrtler, H., Foster, R., O’Connor, E., O’Brien, J., Shortell, S.,
Carmen, J.; Hughes, E. (1996), Implementation of total quality
management: Conversational wisdom versus reality. Hospital &
Health Services Administration, 41(2), 143-159.

Bureau of Labor Statistics. (2002), Current employment statistics
survey ( National ). Washington, DC: U.S. Department of Labor.
Callahan, J.; Moretton, B. (2001), Reducing software development
time. International Journal of Project Management, 19, 59-70.
Carmen, J., Shortell, S., Foster, R., Hughes, E., Boerstler, H.,
O’Brien, J.; O’Conner, E. (1996), Keys for successful implementa-
tion of total quality management in hospitals. Health Care Man-
agement Review, 21(1), 48-60.

Chase, R. B. (1996), The mall is my factory: Reflections of a service
Junkie. Productions and Operations Management, 5(4), 298-308.
Cicmil, S. (1997), Achieving completeness through TQ principles
and organizational learning. The Learning Organization, 4(1), 30-
34.

Claver, E.; Tari, S.; Molina, J. (2003), Critical factors and results of
quality management: an empirical study. Total Quality Manage-
ment, 14(1),91-118.

Cook, L. S.: Verma, R. (2002), Exploring the linkages between
quality system, service quality, and performance excellence: Service
providers’ perspectives. Quality Management Journal, 9(2), 44-56.
Czuchry, A.; Yasin, M. (2003), Improved e-business with a Bal-
drige-based methodology. Information Systems Management, 29-
38.




1dloliadl 3 gall (Deming) geiads i ged

- Dabholkar, P., Shepherd, C. D.; Thorpe, D. 1. (2000), A compre-
hensive framework for service quality: An investigation of critical
conceptual and measurement issues through a longitudinal study.
Journal of Retailing, 76(2), 139-173.

- Davison, J.; Grieves, J. (1996), Why should local government show
an interest in service quality? The TOM Magazine, 8(5), 32-38.

- Deming, W. (1986), Out of the crisis. Cambridge: Massachusetts
Institute of Technology Press.

- Dimitriades, Z. (2000), Total involvement in quality management.
Team Performance Management, 6(7), 117-122.

- Donnelly, M.; Wisneiwski, M.; Dalrymple, J.; Curry, A. (1995),
Measuring service quality in local government: the SERVQUAL
approach. International Journal of Public Sector Management,
8(7), 15-20.

- Douglas, T.; Fredendall, L. (2004), Evaluating the Deming man-
agement model of total quality in services. Decision Sciences, 35(3),
393-422.

- Douglas, T.; Judge, W. (2001), Total quality management imple-
mentation and competitive advantage: The role of structural con-
trol and exploration. Academy of Management Journal, 44, 158-
169.

- Douglas, T.; Ryman, J. (2003), Understanding competitive advan-
tage in the general hospital industry: Evaluating strategic compe-
tencies. Strategic Management Journal, 24, 333-347.

- Flynn, B. B.; Saladin, B. (2001), Further evidence on the validity of
theoretical models underlying the Baldrige criteria. Journal of Op-
erations Management, 19, 617-652.

- Flynn, B. B., Schroeder, R. G.; Sakakibara, S. (1994), A framework
for quality management research and an associated measurement
instrument. Journal of Operations Management, 11, 339-366.

- Foster, S. T., Howard, L. W.; Shannon, P. (2002), The role of
quality tools in improving satisfaction with government. Quality
Management Journal, 9(3), 20-31.

- Gaucher, E.; Coffey, R. (1993), Total quality in healthcare. San
Francisco: Jossey-Bass.

YyYv




03973 (S a9ruus 3 .

Ghobadian, A., Speller, S.; Jones, M. (1994), Service quality: Con-
cepts and models. International Journal of Quality and Reliability
Management, 11(9), 43-66.

Gittell, J. H. (2002), Relationships between service providers and
their impact on customers. Journal of Service Research, 4(4), 299-
311.

Goal/QPC. (1991), The Memory Jogger Plus+ Videotape Series.
Methuen, MA: Goal/QPC with Amatulli & Associates, Inc.

Goldstein, S.; Schweikhart, S. (2002), Empirical support for the
Baldrige Award framework in US hospitals. Health Care Manage-
ment Review, 27(1), 62-75.

Hackman, J.; Wageman, R. (1995), Total quality management:
Empirical, conceptual, and practical issues. Administrative Science
Quarterly, 40, 309-342.

Hair, J.; Anderson, R.; Tatham, R.; Black, W. (1995), Multivariate
Data Analysis, Fourth Edition. Prentice Hall, Upper Saddle River,
NJ.

Harvey, J. (1998), Service quality: A tutorial. Journal of Operations
Management, 16, 583-597.

Heizer, J.; Render, B. (2004), Operations Management, 7" Edition,
Pearson-Prentice Hall.

Hensel, J. S. (1990), Service quality improvement and control: A
customer-based approach. Journal of Business Research, 20, 43-54.

Huq, Z.; Martin, T. (2000), Workforce cultural factors in TQM/
CQI implementation in hospitals. Health Care Management Re-
view, 25(3), 80-103.

Jackson, S. (1999), Exploring the possible reasons why the UK
Government commended the EFQM excellence model as the fra-

mework for delivering governance in the new NHS. International
Journal of Health Care Quality Assurance, 12(6), 244-253.

Jones, R. (1999),The role of benchmarking within the cultural re-
form journey of an award-winning Australian local authority,
Benchmarking: An International Journal, 6(4), 338-349.




1dloliadl 3 gall (Deming) geiads i ged

- Joreskog, K.; Sorbom, D. (1993), LISREL 8: Structural equation
modeling with the SIMPLIS command language. Chicago: Scienti-
fic Software International, Inc.

- Kellogg, D.L.; Chase R.B. (1995), Constructing an empirically
derived measure for customer contact. Management Science,
41(11), 1734-1749.

- Ketchen, D., Thomas, J.; Snow, C. (1993), Organizational config-
urations and performance: A comparison of theoretical ap-
proaches. Academy of Management Journal, 36, 1278-1313.

- Kettinger, W. J.; Lee, C. C. (1997), Pragmatic perspectives on the
measurement of information system service quality. MIS Quar-
terly, 21(2), 223-240.

- Kettinger, W. J.; Lee, C. C. (1999), Replications of measures in
information system research: The case of ISSERVQUAL. Decision
Sciences, 30, 893-899.

- Khandwalla, P. (1977), The design of organizations. New York:
Harcourt Brace Jovanovich, Inc.

- Kim, Y.; Lee, S.; Yun, D. (2004), Integrating current and competi-
tive service-quality level analyses for service-quality improvement
programs. Managing Service Quality, 14(4), 288-296.

- Kuei, C.; Madu, C.; Lin, C. (2001), The relationship between
supply chain quality management practices and organizational
performance, International Journal of Quality & Reliability Man-
agement, 18(8), 865-872.

- Kunstal. P.; Lemmink, J. (2000), Quality management and business
performance in hospitals: A search for success parameters. Total
Quality Management, 11, 1123-1133.

- Lau, R.; Zhao, X.; Xiao, M. (2004), Assessing quality management
in China with MBNQA criteria. International Journal of Quality &
Reliability Management, 21(7), 699-713.

- Leonard, D.; McAdam, R. (2003), Impacting organizational learn-
ing: the training and experiences of quality award examiners and
assessors. Journal of European Industrial Training, 27(1), 16-21.

Yys




03973 (S a9ruus 3 .

Mann, R.; Voss, M. (2000), An innovative process improvement
approach that integrates ISO 9000 with the Baldrige framework.
Benchmarking: An International Journal, 7(2), 128-145.
Mascarenhas, O.; Kesavan, R.; Bernacchi, M. (2004), Customer
value-chain involvement for co-creating customer delight. Journal
of Consumer Marketing, 21(7), 486-496.

Marsh, H., Balla, J.; McDonald, R. (1988), Goodness-of-fit in-
dexes in confirmatory factor analysis: The effect of sample size.
Psychological Bulletin, 103, 391-410.

McAdam, R.; Leitch, C.; Harrison, R. (1998), The links between
organizational learning and total quality: a critical review. Journal
of European Industrial Training, 22(2), 47-56.

Medsker, G., Williams, L,. & Holahan, P. (1994), A review of
current practices for evaluating casual models in organizational
behavior and human resources management research. Journal of

Management, 20, 439-464.

Meyer, S.; Collier, D. (2001), An empirical test of the casual rela-
tionships in the Baldrige Health care pilot criteria. Journal of Op-
erations Management, 19, 403-425.

Meyer, S.; Schweikhart, S., “Empirical support for the Baldrige
Award Framework in US hospitals”, Health Care Management
Review 2001, in press.

Motwanni, J., Sower, V.; Brashier, L. (1996), Implementing TQM
in the health care sector. Health Care Management Review, 21(1),
73-82.

Murphy, G.; Athanasou, J.; King, N. (2002), Job satisfaction and
organizational citizenship behavior: A study of Australian human-
service professionals. Journal of Managerial Psychology, 17(4),
287-297.

Nikolaou, I. (2003), Fitting the person to the organization: examin-
ing the personality-job performance relationship from a new per-

spective. Journal of Managerial Psychology, 18(7), 639-648.
National Institute of Standards and Technology (NIST). (2003),
Malcolm Baldrige National Quality Program Health Care Criteria
for Program Excellence. Gaithersburg, MD.

Yy.




1dloliadl 3 gall (Deming) geiads i ged

- Nilsson, L., Johnson, M. D.; Gustafsson, A. (2001), The impact of
quality practices on customer satisfaction and business results:
Product versus service organizations. Journal of Quality Manage-
ments, 6, 5-27.

- Nunnaly, J.; Bernstein, 1. (1994), Psychometric Tehory, third edi-
tion, McGrow-Hill.

- O’Regan, N.; Ghobadian, A. (2004), Testing the homogeneity of
SMEs: The impact of size on managerial and organizational pro-
cesses. European Business Review, 16(1), 64-77.

- Orwig, R.; Pearson, J.; Cochran, D. (1997), An empirical investiga-
tion into the validity of SERVQUAL in the public sector; Public
Administration Quarterly, (spring), 54-68.

- Pannirselvam, G.; Siferd, S.; Ruch, W. (1998), Validation of the
Arizona Governor’s Quality Award criteria: a test of the Baldrige
criteria, Journal of Operations Management, 16, 529-550.

- Parasuraman, A., Zeithaml, V. A.; Berry, L. L. (1985), A concep-
tual model of service quality and its implications for future re-
search. Journal of Marketing, 49(Fall), 41-50.

- Parasuraman, A., Zeithaml, V. A.; Berry, L. L. (1988), SERVQ-
UAL: A multipleitem scale for measuring consumer perceptions of
service quality. Journal of Retailing, 64(1), 12-37.

- Powell, T. (1995), Total quality management as competitive advan-
tage: A review and empirical study. Strategic Management Journal,
16, 15-37.

- Prabhu, V.; Robson, A. (2000), Achieving service excellence - mea-
suring the impact of leadership and senior management commit-
ment, Managing Service Quality, 10(5), 307-317.

- Ramanujam, V., Venkatraman, N.; Camillus, J. (1986), Multi-
objective assessments of effectiveness of strategic planning. Acad-
emy of Management Journal, 29,347-372.

- Reeves, C.; Bednar, D. (1994), Defining quality: Alternatives and
implications. Academy of Management Reviews, 19, 419-445.

- Robbins, T. L., Crino, M. D.; Fredendall, L. D. (2002), An integra-
tive model of the empowerment process. Human Resource Manage-
ment Review, 12,419-433.

Yy




03973 (S a9ruus 3 .

Roche, E. (2002), The implementation of quality management
initiatives in the context of organizational learning. Journal of
FEuropean Industrial Training, 26(2), 142-153.

Roth, A.; Jackson, W. (1995), Strategies determinants of service
quality and performance: Evidence from banking industry. Man-
agement Science, 41(11), 1720-1733.

Routhieaux, R.; Guthek, B. (1998), TQM/CQI effectiveness at
team and department levels. Journal of Quality Management, 3, 39-
62.

Rungtusanatham, M., Forza, C., Filippini, R.; Anderson, J.
(1998), A replication study of a theory of quality management
underlying the Deming management method: Insights from an
Italian context. Journal of Operations Management, 17, 77-95.
Russel, R.; Taylor, B. (2004), Operations Management, 4th Edition,
Prentice Hall.

Rust, R., Zahorik, A. J.; Keiningham, T. L. (1995), Return on
quality (ROQ): Making service quality financially accountable.
Journal of Marketing, 59(2), 58-70.

Saraph, J., Benson, P.; Schroeder, R. (1989), An instrument for
measuring the critical factors of quality management. Decision
Sciences, 20, 810-829.

Shortell, S., O’Brien, J., Carman, J., Foster, R., Hughes, E., Boers-
tler, H.; O’Conner, E. (1995), Assessing the impact of continuous
quality improvement/total quality management: Concept versus
implementation. Health Services Research, 30, 377-401.

Shostack, G. L. (1984), Designing services that deliver. Harvard
Business Review, (January-February), 133-139.

Sousa, R.; Voss, C. A. (2002), Quality management re-visited: A
reflective review and agenda for future research. Journal of Opera-
tions Management, 20, 91-109.

Stevenson, W. (2004), Operations Management, 8" Edition,
McGraw-Hill/Irwin.

Stewart, D. M.; Chase, R. B. (1999), The impact of human error on
delivering service quality. Production and Operations Management,
8(3), 240-263.

yYyy




1dloliadl 3 gall (Deming) geiads i ged

- Sureshchandar, G, S., Rajendran, C.; Anantharaman, R. N.
(2001), A conceptual model for total quantity management in
service organizations. Total Quantity Management, 12(3), 343-363.

- Teng, S.; Hawamdeh, S. (2002), Knowledge management in public
libraries.

- Aslib Proceedings. new information perspectives, 54(3), 188-197.

- Van Biema, M.; Greenwald, B. (1997), Managing our way to higher
service-sector productivity. Harvard Business Review, 75(4), 87-95.

- Van Dyke, T. P., Kappelman, L. A.; Prybutok, V. R. (1997),
Measuring information system service quality: Concerns on the use
of SERVQUAL questionnaire. MIS Quarterly, 21(2), 195-209.

- Voss,C, A., Roth, A. V., Rosenzweig, E, D., Blackmon, K.; Chase,
R. B. (2004), A Tale of Two Countries’ Conservatism, Service
Quality, and Feedback on customer Satisfaction. Journal of Service
Research, 6(3). 212-230.

- Waldman, D. (1994), The contributions of total quantity manage-
ment to a theory of work performance. Academy of Management
Review, 19, 510-536.

- Westphal, J., Gulati, R.; Shortell, S. (1997), Customization or
conformity? An institutional and network perspective on the con-
tent and consequences of TQM adoption. Administrative Science
Quarterly, 42, 366-34.

- Wilson, D.; Collier, D. (2000), An empirical investigation of the
Malcolm Baldrige National Quality Award Casual Model. Deci-
sion Sciences, 31,361-383.

- Winn, B.; Cameron, K. (1998), “Organizational quality: an exam-
ination of the Malcolm Baldrige quality framework™, Research in
Higher Education, 39 (5),491-512.

- Wisniewski, M. (2001), Assessing customer satisfaction with local
authority services using SERVQUAL. Total Quality Management,
12(7/8), 995-1002.

- York, K.; Miree, C. (2004), Causation or covariation: an empirical
re-examination of the link between TQM and financial perfor-
mance. Journal of Operations Management, 22(3),291-311.

Yyy




03973 (S a9ruus 3 .

Zabada, C., Rivers, P.; Munchus, G. (1998), Obstacles to the
application of total quality management in health-care organiza-
tions. Total Quality Management, 9, 57-66.

Zajac, E.; Shortell, S. (1989), Changing generic strategies: Like-
lihood, direction, and performance implications. Strategic Man-
agement Journal, 10, 413-430.

Zeitz, G., Johannesson, R.; Ritchie, J. (1997), An employee survey
measuring total quality management practices and culture: Devel-
opment and culture. Group & Organization Management, 22, 414-
434,

Zhao, X; Yeung, A.; Lee, T. (2004), Quality management and
organizational context in selected service industries in China. Jour-
nal of Operations Management, 22(6), 575-587.

Yy¢




1dloliadl 3 gall (Deming) geiads i ged

Bl

:Saall 3 deaddiak) QL) — dedl yall 31af

Baatall Lusall @l 3 LesSall alaadl 8 Sogad olujles

o Eun) ol sins Luajlans Lo gSall sLaiall ali3 gus aalgll yumiall Jia
(as Ladsie Tujles Jas Vg las Llle Tulas a0
gaS yLiie g Laladl 3 ,Ju¥) asu

Ll gbee Leiile le AT Lol slanall o8 Lilall 3,00y
*.EJJ.;.“ Lo yloo

Bagall skt clidee (8 S 00 Londisl aludY) el
Sliiall o3 3usad Lujlact daaly Calual Lladl 510y (gud
) RIS

e e ol Sugalls dasiyall Cilaa¥) suaaS Gilae julald
aldaall g ol oyl

slaiad) (8 Bogad Loaal Lo 50,0l Liladl 5510 o583
Al QIS Ol e AR ase g dao Sl

aias Al clelaad¥) A a5l ELAL; PP e SN SV
(LoosSal) BLasal) 8 Balally Llal) 30Y1) Llle ol e

:dao oSl Slidall S RPN dduuls

S sl CABae 3 Sasall udlss 558 Al dllia
) ool slaiall sla 3

s S Ly (sl Las Kol SLatal sda 5 31 an
5o Lolaial o gyebis LuosSall sLaLAN sia 3 o slolal
Sopall Luuylan

sLiiall i 5 Lage Liaa juiay Sugall sabuwall oshill fuse
) AuagSall

Yye

")

(M)




03973 (S a9ruus 3 .

el Ll ity ZaapSall sLadall sda 3 5500y a5 @

ALl sl 5 35 a8 Wy Juans 03 U il
rllobill 3 galls Lolill Sl yuill  (Y)

an e pridinl) Galalall au8S Supalls Lalall clusutl o
oSl Slaiall sia 8 oy gially Jal sl

e 5 iotialls Gaiell auEs Sosally Lalal clusuil o
oS sliiall s3a b Jal el

"Lalal Sugall 5" avalie e Lald olosss andl o3 e
Ao sSall Bliiall s3a 3 Jalsally olysiaall gaand

gread Hlanyl dlailly pilaill e Lold alu,a aals abs o
Ao sSall 5Laiall sda 3 Jalyally ol sl

il ol s Llall 5Ia¥) a3l sue — podly S — Lad
asalls Laladl

Basall Lalall copuill el anasil LM o)l sall 5udgs a3 @
oo sSall slaiall saa 3

:Lyl e Suaiuwall cloglaall (%)

LoopSall SLtiall sin 5 Jalell Glide 5 9539 paas o
ol 2l aa e Lol (S5

S elalial Gasy pubdd sLatall sia 5 981 Jolay o
(e sSal) SLasall JAIs Ge agas Gslabais cpill) Gulilal

SN claltial Gsaty el sLatall sia 3 9L8Y1 Jolay o
(el SLasall gola Ge agae Gslebals cplll) Cpua a0

Labad 03030 elalial aludtuly Lo sSall sLatell s3a o535 o
Bagadl ol g 8 9all

A




1dloliadl 3 gall (Deming) geiads i ged

IS sl iabime JLie¥l Gons duasSall SLatall sda 331 o
(A Lo Sl claialls ey 68 Lo 13 LS
tpisad) yaglaill (©)
Basa Looshs O ToesSadl sLaial sda (o8 sds5uad ol @
e JSds agileas
LoosSall SLaL 038 5 ulyunall puan sl a5 LSSl lia o
Al a gl g5use (o (o8 Loadd) ikl s e
clabanlly clasil Julaty dua Sl SLatall sia 3 (yslyanal ol
Jeadl Iy aglead woudil) GobI sl L sesds A
:BHEIL By (1)
i) 5usalls Lold olil LoepSall 5Latal sia sl Ll
Lo, oldbey codlobaal Slas] de sy csylSadly colanasd)
(i) e ol
il gl sl aia 3 o sadl Lalal ol i
sl S 81 Sasadl el At 2L e
Ol fplelall Za Bagall clly 5udg o5 o
el y il st Busall il S5 AL e
iy el sl a sl Susadl olly Alidiud % o
ALl Bagall callud (V)
Llanyl Jilgll LoasSall SLatall sia s ¢yplshunall pidions o
LU Ll s Jie diluaal Jiluy) agslalac 3500 Jalad) LaliieY)
(e - bl p sy Aol Jglaadly dilasy)
G a3l Jlaty doaSall SLaiall sia s oplyiunal asi o
b5 agalee Slad] G580

Yyv




03973 (S a9ruus 3 .

Lalall wle gl ali,¥1y LS,A0l BLEAYL Gslyhundl asis o
) (B Galeladl e (gTe e Lpudse s Basadls
b cbbendl 3 sl Jlsn) Lolanyl Jslagl dudiul o5 e
dalyal) pan
Jolas! dlelill 3agall 3okl dalad) Jaluwgll alaas ol als e
LAl ¢ ol Chaall Jio) aladaall yolly Lalil) oleslaal
(el o Sy ol Lalal
iGpagell &Syl (A)
A Gl e aal g Bagall puad e guasgell SLEAT A3 @
sl a5t Tuia o Lulidie LoosSall sLitall sla andiu
S
Cro d9dnay Jslase sue oo LuopSall S0 18 ualad o
e Bslly agale alaie¥l (Sas () Can,gell

L ¢

Ol s gall Laa8S rool o ana®ly Lio Sl SLaSL 038 4585 @
e Jolass
posell Ja¥) dhish sglall mie 2%y @

Aaaly 5SS Cpangall s Al clialsally SlolisY) pes o
rdaliiall JSags Aol cliliasyl  (4)
Bwniey dagide JLaiY) ol sis @
pacy de g Uogn Losad) Jlusdl alaail e (558 55,5 @
sl Jilugl) aladiud Jle sy
ol giwally Jalsall pian gl Ll cllal) L35 o
SIS (ARAS o (98508 (Sus o SLidall g ladadl puSas ulds (V)
SAY degsal olitally &yEs ¢ G AY Gawdliall & lEs

YYA




1dloliadl 3 gall (Deming) geiads i ged

Liliie (0) 5 iy Juddl 5 AY1 oladall (1) oms ol oulilo)
BaAYH SN & gl JMA (HaiSs Juad

o L (slelats Gl GG Ld, e Bliiall gLl usas ubis (1))
dan L) Baga (1) 9 dan dalle Baga yiias (0) Of G pilesd Buga
Tangibles — Lola)l algilly clusalall o
Reliability — LolaicYly Ly L3liaal o
Responsiveness — {ulaiuyl o
Assurance —agailly LY o
Empathy — Lolusyly (ablaill o

Yre




