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Abstrac

Total Q uality Management (TQ M) is the integrated management that aims at
continuous improvement of the performance products, processes and services to achieve
and exceed customer expectations. The study aimed to determine the effect of Top
management commitment to the successful implementation of total quality management
requirements in service organizations and build a conceptual framework and practical
model can be used as a guide in the formulation of an effective approach appointed Top-
management in service organizations on the successful implementation of total quality
management. Adopted study Warwick Hotel Babylon International, one of the five-star
hotels model. The study sample was composed of three operating in the administrative
levels of the hotel staff: Top management, middle management, direct management. To
verify the study hypotheses, the use of a questionnaire was included eighteen variable
measures and reveals the extent of the application of total quality management using the
five-Likert scale, and factor analysis method for statistical results. Which showed that
Top management’s commitment to a crucial and vital role in the process of
implementation of total quality management in service organizations requirements! The
results of the factor analysis showed the answers to the study sample a disparity in the
rates of contribution administration in applied to the requirements of Total Q uality
Management.
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Questionnaire
The questionnaire is delivered with the purpose of collecting primary data
from employees in the hotel for my survey. The purpose of this survey is to
investigate and understanding the impact of Top-management commitment on
achieving total quality management in service organizations. The results of
this survey will only be used to conduct a statistical analysis and from that
offer some suggestions to enhance hotel leadership. Your participation is
greatly appreciated and helpful.
Part I: General Information please put a tick (V) in a box
1. Gender: Male Female .
2. Age: Below 25 years old 25-35 years old 36-45 years old 46-55 years old
Over 55 years old
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3. Nationality Iragi European American Arabic Asian others.

4. Period of experience 1-2 year 3-5year 6-10 year 11 year.

5. Level of Education Certificate Diploma Gradua Post Graduate .

6- Categories of employees Top management Middle level managers do you belong

Part II: Please following questions are about TQM practices as implemented by
Leadership at the hotel. Please put a tick (V) in a box which mostly explains your
attitudes.

The score levels are described as:
5 =Strongly Agree 4 = Agree 3 =Neutral 2 =Disagree 1= Strongly Disagree

Total Quality Management practices score
514 3 2 1

1-| Top-management commitment in hotel is significantly
implemented.

2-| Customer focus in hotel is significantly implemented.
3-| Training and education in hotel is significantly
implemented.

4-| Continuous improvement and innovation in is
significantly implemented.

5-| Strategic planning in hotel is significantly implemented.
6-| Process management in hotel is significantly
implemented.

7-| Employee involvement in hotel is significantly
implemented.

8-| Information and analysis in hotel is significantly
implemented.

9-| Supplier management in hotel is significantly
implemented.

10- ] Quality culture in hotel is significantly implemented.
11-| Benchmarking in hotel is significantly implemented.
12-] A quality system in hotel is significantly implemented.

13-| Human resource management in hotel is significantly
implemented.

14-| Employee encouragement in hotel is significantly
implemented.

15-|] Teamwork in hotel is significantly implemented.
16-] Communication in hotel is significantly implemented.

17-] Product and service design in hotel is significantly
implemented.

18- | Reduce costs in hotel is significantly implemented.
Thank you for your participation
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