Laslsiilly agtall Glagad) daals

L) csbad A0S

(B Cndiinal) Layg dasdl) 55 (8 9001:2008 g3l Adualpall (s abua (Gaadai 0
Lag)ll e claaiall
Lpatilly Ayl G sal) daliia o Alla Ay

Role of implementation the principles of ISO 9001: 2008 on the
quality of service and The Satisfaction of beneficiariesin non-
profit organizations
Case Study on HAD Organisation

Jbiayls agall 3yl (8 falall dajo il adie eSS aay

Sle el ae e/ HgSall Gy daal mllia dagy ui / Gl dlac)

2018 ;)\l



€)1 03



o)

il
) e ) A s

Pl JB

. s/:ﬂ/ e
or 5 byl pn e e VRIS
.\ o -
.)\é m'\';;
z 3 3 ¢ /
/ . o w -
W alh 8 e L
./ Q\/ e s 0,
z , /
0 '1 :
&)

€i§" . -
2 .
o shy Kuld yad
) ) Qi o8 el
o \ ° w 2
a) ) o €y
P skt

pabaall ) (3ua

L) 5 guu



D sl
onllell gols qal

aag sl gisul @l
@ulall gulall / ngall g9y @l

sppell ngd dalaly @l
$oliag @yl @l

suga allal aygiell @l

la @udy 54§ legay a2l @ual



oy S

Jaxd) 138 ol (3 oy 3l cpally Jindl dany * e axdl o2 0l el il S

axalaly 3asally skl salac s Linsd 4S5 o slall (sl dmals Y S0 5
Se il A e gangl) 4 e / el S padl oY ieby canll LS
) gy ailagheas 43k it il
analally DY) 5 LY) IS Sl Qg okl Jeally e lilgie 1y Ly ol L

Aabingle JS ey Lalsd W cantd ) Aailly Slady) ¢ sad) dadiie abial Sl

iy e 6 o ALl il il Ll gl 20 s S

(sleally (calall (5)l550 (A
Aol 538 ) b saelally (osadl 2 Tste (o OS I (S8 iy o] 1l



:\.ub.ﬁ\ oaldia

Liays deail) sasa 9001 53 Adualsall foabie Gudad 50 Auslyn ) Al 28 i
aldai G 4Bl e Capeill duljall o8 Camas SIS Ayl e ciladiiall b il
S e Capailly amy)ll e ciladaial) ladii S claadl) saga (gsiues 3252l 51
U:‘M\ LJ.AJ Lﬁjm uJ.:: :\M\)A\ RS d—"‘h

AlSie <l yosial Agilanal) Aol ) Coagt Al apanad 5 Auslyall 028 Calaal (gl
Csd) Aalaia (& Clalall e Aol adine (5 Gy bl L) ol e Al
Ll 58 (20) o cplalad) Llan) cigial 8y cAabiiall cladd (e Goasisalls Sl
Dlily lehdais blal) aea (5ya lld g uia 8501538 (10) usm a8 il 5l
Acgana aladiul Jig, (SPSS) due iV aglall Ailany) dajall sladiuly il il
Hgaal 2l e 220 ) deagill & i cclild) Jilatl Aglan) bl o

s« 9001 53 sasall alai Jolse Ghudaity daiilly Lty ynll dadaia (g o5 lilia
o Bliy) ADle 3say ) 4wl Cilia g LS ¢ 55ally i Aadaiall g il chloadl)
35 G Ayl Cilia g G ¢ Aadaiall ledd (e Cpaiasall Wiy (s5isas daddll 5a5a
G Aaadll sasa (ssine Jsn duball due Ll Cilgag 8 Aslan) AN (3 G
i) i Jae 4gdjral) dibid)l G )



Abstract

The aim of this study is to study the Role of Implementation ISO 9001 principles
to the Quality Serveiseand Satisfaction of beneficiaries in non-profit organizations

The study also sought to identify the relationship between the quality management
system and the level of service quality provided by the non-profit organizations
and to identify after implementing the standard to the level of satisfaction of
beneficiaries.

In order to achieve the objectives of this study, a questionnaire was designed to
study the variables of the study problem in order to test hypotheses so that the
study community consists of the employees of the humanitarian aid &
Development organization (HAD) and the beneficiaries of the services of the
organization. The questionnaire designed for HAD imployee include (20) items ¢
andthe questionnaire designed for the beneficiaries imployee include (10) items

The statistical package for social sciences (SPSS) program was used to analyze and
examine the hypotheses. The study used many statistical methods for data analysis,
the study concluded that:

There is a commitment from HAD to implement the principles of ISO 9001 and
and that Organisation provide aqualityservices, the study also found a correlation
between the quality of service and the level of satisfaction of beneficiaries.

The study also found that there is a statistically significant difference in the views
of the sample of the study on the quality level due to the difference in the
geographic area where the service is provided.
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