30-18 :(1) ab, 220 16 alaa (2015) ALeLi) 5350 53 dlaa

ALalid) Bagadl 5 ) Alaa
Total Qualaity Management Journal

%

Journal homepage:
s sl http://journals.sustech.edu/

b Bl o)) g Aaddd) Bagn C ABNal) Cpaund B ALLEY Bagall 5 Al lagl) gal

Toaadl) il sall

) ) Ol (sa g Ay ) Jab e dag

il il ol A0S — L o S 5 slall o gudl) Ardlas

waliiual)

Al 5 5a) e Asardll Clinspal) J san Ll )1 pnd b Lola 150 Aerdll sa5a i

sl b dala Lail o)aY) Cloaae s ) cld ol e 488 elllia oY) Al (3 s

ezl o) e ALdal saml 5 )y Aty Leadl sag il 48 jaal A0l s3e cidaa 13 ALl

ety 3 AELY) il Gun s e ) gl Al jall a3 Caendid 5 L Agendd) cligally

Gluawgar cplalall Ll (450) e 5y s danlie Adlaia) e due aladig) & 5 Ul el

el 5 amiall Jasd) Ao 5 Al ) Sl b HLRY L (%88) iady 2 i Ly Adagius

Slo 55 ALl sagad 5 al o LS el o)V deadl) 53 on ADle asa s Al Ll il

Al Gl LAY e e dnlie il A oY) esdd) 5o DA e sl oIS

LS . ADlal oda Jaws gm ALLaN sasall 50 okt el oY) e i dendll sass Loaf

Bl A Al Gl il e el ) ) (b chiad Al 4y Hh Glua al dul ) Glea

saal) 5o alaig deadl) 5a5all alaal) 550 e A gasies el olaY) 5 deasl) 53

- dsead) cliewsalls szl o)) e il L L dlla)

i) oY1 — AL 83l 5 o) alad — Laddl) 53 ga sANAY ol Ll

ABSTRACT

Total quality management systems play important role on services quality and
achievingcompetative advatage in the markets, inspite of that there is a lack of
studies that take the Issue of services quality determinants, especially in developing
countries.The purpose of this study to identfy the effect of service quality and total
quality management systems on operational performance,manufaction firms, Based
on the descriptive methodology a survey method was used in this study through
questionnaire, The method probability Sampling WAS use to select the sample total
(450) of respondents were inter viewed in target service organization, where the
percentage of respondents rate (88%) and the hypotheses tested by multiple
regression analysis. The results of the study showed there is a relationship between
total quality management systems and quality of service, but the proportion of the
effect varies from variable to another,also the results reveal that there is a positive
relationship between the component of service quality and operational
performanceof sudanese service organization, total quality management systems
mediate the relationship between service quality and operational performance The
study was recommended for decision makers to focus on the sevice quality, total
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quality management systems and its impact on operational performancealso the
study have theoretical recommendations for futurestudies to make more studies
concerning with ¢ service quality<operational performance.

Keywords: sevice quality«<quality management systems, operational performance
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