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Abstract

Through this study of Quality control of the services in customer care
departments in ZAIN (SUDAN) telecom company¢ through measuring call
duration and hold time from a time control view from the company and how
that applied in the department of customer care and knowing if there is an
error care and knowing if there is an error in a doing a certain service.

The study use t data of employees in customer care department in ZAIN
telecom group in the period from the mid of August until the mid of
September 2014.

Using the statistical program SPSS for applying the statistical Quality control
methods.

The study conducted to test the following hypothesis: not depending on the
Quality control measures makes the customer head to other compares with
higher Quality<using statistical techniques in a correct way which fusils the best
Quality and insure the ability of designing plans that helps in discussion making
in statistical process, the main reason for the descending of the Quality of the
service was not choosing the suitable statistical plan of quality control, quality
control is censoring a statistical sample which depends on statistical
techniques which is used in sample designing and sample distribution. from
the study reached to result that the hold time and the call duration where not
statistically controlled when using the mean chart and vice versa- is correct
when using the standard deviation on map.

The study concluded many recommendation the most important one was;
applying the total Quality control systems and managing total Quality and
importance of controlling the duration of the calls coming from customers.
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