


ALY

GSL:& Ja
Sy TA*Gle e o) GA¥GIA o3 ey anls |8
("ol e Gl el e 3% S

(0-1)LY) Glall 5 s
ralu g agle ) s JU
(Aiad) I s sk gl ) Jms el 4 ey 1y 5l Gl (50)

plue 4a A1 55 508 sl ol g

II



Dedication

To Those who Raised, Encouraged and supported me;
My Parents, Teachers, Sisters
and BrothersThank you

To everyone who shared us
this dream until it became real

I



Acknowledgements

I would like to express my appreciation for my supervisor, prof.
Abdalrhim Saad Omer for his supervision, support, and patience that,
has brought me through this work. His sense of humors and ready to
smile at any conditions and I am grateful to Dr. Abass Abdalgafour for
his support and guidance during the academic study period.

I would also like to thank my collogues for their participation in the

questionnaire distribution in Khartoum airport arrival terminal.

v



Abstract

The aim of this research —focusing on catering section / ground handling
directorate at Sudan Airways (Sudan air) as a case study on the total quality
management, by investigating Sudan Airways’ catering drawbacks and its
dimensions which reflected in reduction of resources (Human and finance), low
productivity to analyze the causes of low level of productivity and overall
deterioration, after studying and measuring passenger satisfaction and employees
performance which, will help to determine the causes of the deterioration of
services, low productivity and company's losses to identify the impact of the
application of total quality management on the development of catering
productions and services in Sudan Airways as an attempt to answer the main
question of the study; What is the impact of the application of total quality
management on the development of Sudan airways’ catering..

Field study concluded by a questionnaire to interview passengers arrival
from the arrival terminal of Khartoum International Airport, using the analytical
descriptive method and applying the program of Statistical Package for Social
Sciences (SPSS) through a variety of statistical techniques such as mean,
percentages, the validity was confirmed by coefficient of Cronbach's Alpha, while
the hypotheses verified by chi-square.

The study revealed many results, most notably that if we increase passenger
satisfaction we will increase the opportunity for selecting Sudan airways. The
study also found that if we raise workers efficiency we will promote passengers
service. The study also showed that, Sudan airways’ passengers negatively affected
by both low level of punctuality, lack of modern aircraft fleet and bad treatment by

the employees.



The neutral viewpoint of passengers about the in-flight services and quality of
the meals and the suitability of meals of Sudanese taste to above of the middle for
selecting Sudan airways in spite of the other positive variables such as suitable
ticket fare, free excess baggage.

The study also revealed that weak implementation of total quality
management in Sudan Airways significantly impairs its ability to retain old
customers and attract new ones.

The study also revealed the impact of the negative company image in the
mind of customers, which makes them negatively hesitant to choose Sudan
airways, where their decision influenced adversely by the opinions due to a

previous bad experience.

The main recommendations are

1) The company’ top management be aware of the quality of services and
passenger satisfaction are as important as the flight safety, if not higher in
impact. The company should also define its mission, strategic objectives and
clearly define is it a service or a profitable public sector company, or both
together.

2) The company starts establish the Customer Relations department as a
nucleus of total quality services to play an effective role in passengers
feedback , handling complaints and contributing actively in market research
and strategic decision-making as it is mainly a backbone of applying

customer focus principle.

VI



aldiual)

st gyla)/clilall ped and Al Aulpy o 5€50L - Sadll 1 g
& ALl 5agall 5)0) e g guall ol 1) (Lo ges ) Al guadl Aysal) Jashadlly dua )
dasadl Lshally Clilall iedi aud AlSGe dul e dphisadl dead) bshdll 45,48
e bl bty Walisl g (Ans Aadle) Wdlse 5)20 8 Afaiall laalegls dglagud
Glad yaas b se bl lly cpleladl elaly Gafluad) Loy Gulds Ay 2 sl
& ALl sasal) 3y Gukd A Adpad AAN luds Aalm¥) Sy Gladd) e
& el Alysnd) Aysall Lagladll 4S50 colilall cpodi audy (Ciliagll) Culaiiall ok
& ALzl 5asall 5y} et ) sa Lt dAudy all iyl Jsludll e 30U Ayl
Asal) Jashadl) A5 Aaa V) Al5Liall 5yl clyildall (psad aud Chladd 5 Claiie y sk
PP Y| KPYA |

e ) pealdll QI o)y T 48 yead cliluginaV) alassiny Lyl duhall o a8
Grki Gob oo sl Uil meial aladdiuly (dsall aghjddl jlae 4 Jgasl
T iallS dglian ¥ ¥ (e Gesana e e liia ¥ agelldilaayl ajall zaliy
& L W #lag S L) Jelaay 2uhall Baa oo SE 35 Lpgial) Canally ol
(SIS g alae alasinly duhall Gl e (330

a2y Gpiluall Loy 3ol o) Leaal ¢ il 52 I Auhall clag N,
- omilaadl cilaad jglay lalall 3o € 50l o ) ciliagi GIX ¢ ity gl ¢ Dlaall)liial
ey aelsall 3 A8 axe  lebe Wl by lisad QUG laal o) aibial) el LS
Sle G el T cagdy ol a8y L cplelall Allae s aaes il Jslan) Blas
Jsna dgman () Hagal) 3500 Lghee D (5209 Slinglly Aysall ileadd) 3a5a (e 2Ll
e Jie Glulag) dsag a2y Tl 358 i ()5 (o Bl Byseay pubigw Hlodl
A gyl SBI Q55 anliall 380

VII



A o il ALalal) agall 8)18Y Ll Gukii b Ciaa 3say e S Al il
LS+ aan ALl Leditinl (e Slmh el il BliaY) e 508 o IS Cinmy
2350 (gl g (8 aglant ¢ Dlaall Al AA0 (o Al B d By 35mg Al iy
Ly Gass ped G Al AV el Lle i peline Jany Lae 2,80 laal (e

- o8l ae Al
riluagil) aal

Al e Lpeal i Y QIS el )y calaadd) sasa (b 20 o 4530 e ()
oy U 20a%y LnilfiY) Leilanls Ll 38500 a0m3 o Canag ¢ Sysal
¢ lea LaadlS ol dpayy 4S50 o) exd ple g lb8 3558 4

G eyl Ay asy i eDleall e and ¢ L) 4,800 Wlall 5)l¥) e (Y
Gl i) LAl piay gl lal b ki) Lealudly aglSlia Jas
fase GBadatl Wl ey Gas ileaalls colainall ALLal sagall 53 sy
sl e S A

VIII



Table of contents

Title

Jeis!

ay)

Dedication

Acknowledgements

Abstract

ol

Table of contents

Chapter One Basic of the Research

Theme one Introduction

Research Problems

Research questions

Research hypothecs

The importance of the research

Research objectives

Research methodology

Theme Two The Previous Studies

Chapter Two Literature Review

Total Quality Management (T.Q.M) Concept

Origins of Total Quality Managent

History of Total Quality Managent

Principles of Total Quality Managent

Total Quality Management (T.Q.M) Definitions

Dimension of Quality

Theme Two The Quality Gurus




Chapter Three Basic Implementation of Total Quality Management

3.1 Theme One Implementation Stages of T.Q.M 32
3.2 Theme Two Quality Management System and TQM 36
33 Organizational Benefits of Quality Management System 39
34 ISO 9000 Principles of Quality Management System 42
3.5 Total Quality Management and Classical Management 43
3.6 Aspects of Total Quality Management Programme 43
3.7 Total Quality Management Excellence Model 44
Chapter Four Case Study

4. Theme One Sudan Airways Catering Building and Production
4.1 Introduction 46
4.2 The Catering Building Description 46
4.3 The managers drawback 46
4.4 The supplier drawback 49
4.5 Customer and Passenger drawback 49
4.6 The catering building drawback 50
4.7 Employee’s drawback 50
4.8 General drawback 50
4.9 Theme Two Service Quality Measurement 51
5. Theme Three Design of Catering and Facilities 51
5.1 Introduction 54
52 Kitchen Design for Food Safety and Quality 54
53 Cross Contamination 54
54 Hazard Control 54
5.5 Planning And Design 56
5.6 Control of cross Contamination 57

X



5.7 Separation of functions between spaces 57
5.8 Construction and Material 58
59 Catering Areas - Key Considerations 60
1. Theme Three Water Supply 72

1.1 Application Area 72
1.2 Planning Principles 72
1.3 Water Quality and Treatment 72
2. Emergency Isolation 73

2.1 Lighting 73
2.2 Ventilation 73
23 Air Cooling-Preparation and Storage Rooms 74
2.4 Refrigeration and Freezer Storage Room 74
2.5 Waste Management 74
Theme Four Cost of Storage Control 75

6. Cost of Storage Control 75

6.1 Definition of control 75
6.2 Definition of cost control 75
6.3 Types of Cost 75
6.4 The Purchasing Department 77
6.5 Ordering Goods 77
6.6 adequate Stores 79
6.7 Economical Order Quantity (E.O.Q) 80
6.8 The Meal production cost factors 83

Theme Five Material and Methodology
7. Material & Methodology of the Research 84
7.1 The study field procedures 85

XI



7.1.1 Study Approach 85
7.1.2 The study population 85
7.1.3 The study tool 86
7.14 Study statistical methods 86
7.2 Display and analyze a sample of the field study data 88
7.3 Resul Results of the study 100
7.4 Analyzing the results of the questionnaire 103
7.4.1 The hypothesis 103
Theme Seven Conclusion
8. Conclusions 104
Theme Eight Recommendations

0. Recommendations 105
References 107
Appendixes 110

List of Diagrams 110

List of Tables 117

XII




