L>glgiSilly pglall Hlrgaull anols
Lladl b, gobi

G99 2 O palnidl 6,b] juglas
alo il 659=2dl julno
" a>g-ifoll yuir dll ax ol> alls awl, "

The Development of Distance Learning Administration in the Light of
the Concept of Total Quality Management: A Case Study of Al quds
Open University

(3ers 85151 s )

slac]

Sl gul (nle puit dosl

01429 02008

JMgiwVI

—



MI o ygan ~
77 a.l

slhaVli

cl=

J 9.0 A09

A9 ‘,J! ]
s3V9lg

Mo g ildral ]



SAl dJ szl + ol lall o aiosig alias, sl el O, all saxll

o>, ool Lo plwly biols . alll Llsa ol YoJ saigi) US Log I3g) Lilaa
Golall all e o xomo parezl dmindl aws olzzall L2l X6 rollell
i azgs 1 pazazl amog all Gleg aile aoMawy () wlslo « graYl
oS palazs pail sild adles ¢ alll ,Sin Y puldl ,Sin Y ge 0l

o egiddlon Lo Lz glgiSilly polell Ologumll dxolz (| (sild e g (silitols
peizalz o olygiSall 4z 5 Lls Jganll aszs iy elall < JUT ol

. 6 990ll

/ 58S 1 LIl Liolall (18 oy 53kl plol T,US]s YN>] casl (il LoS
lgolosls allw Jl 03 sle LYl abiasi e o) Laisi sgum0 s e
azgily « awl ol 6,19 alib Slils aszsi go ) a0dd Lo leg b 90l 02g:
a>gitall Gwadll dxolz Guusy sas gaiss /siSal slwd Jy =l Suadl,

b wle arolYI Heiill anolxdl s, b JlaS Oliaw ,giSal slwYlg
Sl Lial LSioly . Wl (uiwlo JLaSY aszgig o5 o o) 09038
ol slez 1,918 )ly ozl ol LsiS:ly pawld olae/ giSal

wle s azdl slgz /)5Sl &l aexl /5055 3lg Wl Jugw /)9S a)ls
Jlsbo isiash, (il (izgj sSubl laS . Ligizag Lals () agass aguizuis

cas Il Llwe o) @999 6,8 sbiel (aie clamig awl,all 6,18

ollwidly (sind 035 il 8 yuasi Jua> b ox>g all JSI ol Tuzlg
iy ailw allly walS’ Jiasll gz 0 adl 02z alll yod Luz o Lo Log
eS| agz o) Lalls oin il Jezy ol Jlwl



wle ot 20>l feas U]
JEN PV
P [N | [N PR

Sgio 9 dxgitoll uadll dzolzy azy & pud=ill 8,15] juglos J] awl,all 0an cadon
WA o)l Jlsad] 8 awlyalalSiite woazig, aloli] 8392l 6,15] pogio
$940 59 a>gifall Yuidll anolzu s o palnidl 6,b] jugloi Jouw Lo
il $olad] il Jlsad] oo & rbing SaloLiddl 63920l 6,5] pggito
rad Wl age ol
$ Leiulns wlllais Log § alobidl 8392l 8,159 a,Sall pawYls isolall Lo -1

pogio S9io n9 axgiball pwadll azelx sz e pulsill 6,1Y LI gdlgll Lo -2
$ alolid] 53921 5,0

6,15] pogaol daxolxdl 8,5 Guixi a0 J9> awlaz] Y wl> 99,9 229 Jn -3
¢ aadboll i) s aolindl 859l

6 15| pogaol daxolxll 8,5 Guixi s20 J9> davlaz| AY> wi> 999 2295 Jn -4

$ o o ol pudsil 6,151 sad dolidl 839l 6,15] ulai wligeo b -5

§ a>giaall pwaall drolxy dolid] 839=dl 8,5] sulaid a9 uall wls uaall Lo -6
c9i0 59 a>gisall yuwadll axoln dms e pal=ill 8] jglaid) sl guaidl Lo -7
Salolidl 8o9=l &,15] pogao

@ lgolS ailiwYly duazuidl alilioll paxiwly «siogll ggiall (e bl aaicls
Loy ST laboge (24) go apasuill abliall cuyzl cu> wlosleall gozs awl,all
asolall (59 Lle apls] cuolio Osladin of 8352l 8)15] 8 wlus pgia) ae Lybls
oYl Gdsimally ut aiall eI ud puinall graz e ailiw Yl cas jg oS
izolz £9,9 &roz 9 (109) proacy Js9 lad puud pus) raio Usliin oo
Statistical Program) wla>Y| goli | plozxiiwl paig « 8¢ glas, a>givnll Hwasll
JIsudl e bWy, wlll) aslazYl axlleall ¢l ,2Y (Social Sciences SPSS
alolid] 8391 8,5l dalsiodl WYl Jud=iy casll o6 rawlol) Jo¥l s el

4



8oLl (e 5uS il alolad] 8352l 8,15Y GumwYls ssolall edl o Ol Wl Josis
sbaicly cpousimall Loy plainYlg a,bYl wllasll (e uS,illy 8392l Ll
83521 8,151 Gulai wlllhio edl Ol LS . soimalls Jolid] Gumnilly yglaill
oy dodladl wlgimll lgdlaaly dxolxll axioly dlw, ¢ 5, wazit b dlolidl
glidls pe> 89000 9« dlolidl 392ll 8,15 dumgio go alw ll 5 a5 ]l $8l5u
groz s 397l aslaig HIS6] yuinig « alolindl 839mdl 8,05) Salais yalolellg 1)
pedzill 9 alolidl 8392l 8,15) plai Js> s9 ,20 s8lis Jul> giogs (prastimoll
9 Oalolall &5, Linog e palolel G $upall To 0 Jaslls Vslaill glio sudsis: (slall
okl glily palolall gran) saimall caailly « wlzNall Gagsass 1l skl
Josdl 9 aulall als,Jl

el Guoludly puolly gl Jls cdlly wlil axe yall awl,odl aiwl (le @),
radWl @l I WS o Juogig duilaue dwl,ys szl cas

5,05] salza) awlyall goize dwjlos a0 O @liwdl @l Jal=x W o ous -1
8392l 5,11 g8ls 0l Lle U 1329.(58.4)  suami 0 jss <uilS alolil 8392l
idio Seimko Wb a>gisall Lwaall asolz dlolil

ole La> 28 " sagall 6,bY ssbll wlshz] " Jlroll ol wlill o gbl -2
algrio drui by (61.8) awlyall gaize whlriwl (8 apms Glel

Geaz a2, 9 (£00.05) aYs sgime 2 abas] a¥s wls §g,9 2295 Y -3
dnoreill dilnioll o daaplogll s uiia) 25 dlolid| 8392l 8,15

Dbz of smolall aaleill 6,1] sa) alolinl 8392l 6,1] sk wligmo eal -4
3Ll (9 a5 0l o alelidl 8392l &,15] 854a) do Wl wl,lgall | laisyl -i
wl,lall

ao il apdloll GUSeYl o adilly « dig ol I ahradl lalaxll 4>l - o

6 1) aslat) Huleldl o G, ladl 1) alss 839zl 8,15Y do M1 ap,aill molalls
6292l

dnlnioll dogdudl Guledlly aclgall | laisYly piolgdl idbgll Cawgll Lk -
Josll

- 829l 8,0y augsillg &8 Jlg amliallg uaiil) 49lSg axiolg juloo 2929 pac -0



. dsolly (o)l goizell wlawwwso o St Cavio -o
oo a>gidall Guaill drolzy alobidl 8392l 8,15] Gulai) a9 )l Wl iiall -g
oY gl giually pludYl slwg g presd Y Gud pinall Llai dgz

i g aloliadl 8393 8,)05] Sulni drodl axolmdl (x8 a, oYl s5ball glusl 6,9 o -I
il Golwl plaziwly 8392l wlals> JSuins paloledl u 8352l aslas, s oll
a9l (o9

e 8392l 8,)15] Gudai) duaiil) abs a5 o adiin 9 dazxwlyiw| lalas giog =

e didoy S ol Caoll 5 plgall iz - €

leludssg Yl Ll e oSy asliadl ddas) axioly Jos T giog -
leLasig

asblizl uli darele wlaaxi 19459 gaizxoll dniball wloaxll 639> i - o

go Jolsill axzg)giSill Lilwsll plaxiwly 8 juns draddsaig ay,ls] wloas euaisi -
VR N]

orlsidl 8,151 puglail ¢ jibo jomai giog I adl awl)all cuals o

o panio jgaill 3ag « ddolid] 8362l 6,151 pogio Sgio (x9 Ay yE

Do glxo Bac
o lwladly GVl 3am - jemoll I3 posaing dixgille slaziwYl 1 JoYI gzall
o bl uwYlg
- oesbiaall Ol lizl oz - Gulaill dlgoll aiull 895 - ruiogills ansgill -
wlelz] jemoll 13d osaing Gulaill >l o) adas)l wlsl oYl 1 ] ezl
- alobidl 8392l 8,10Y axsliodly pugailly a8 Jlg 3uaiilly pulniilly ladazilly &5lall
goizall Lo, g18% Hemoll 130 (osaing | (pastisel| Lo, Guizi 1 el gzl
ool Loy oawladl Lo g (sadzoll
w9 22 2w o pddeidl 8,1Y Jobidls seimodl Gumzilly uelaill @ gl )l emoll

.6.)_9.7_&“ 6)'.)' P_9.@.n.o £ g0



ey |

ABSTRACT

This study aimed at developing distance learning administration at AL-Quds Open
University in the light of the concept of total quality management, the study sought to answer
:the following question
What are the ways to develop distance learning administration at Al- Quds Open University in the light o
?concept of total quality management
:Based on the main question, the researcher generated the following sub questions
?What principles and the intellectual foundations of (TQM)? What requirements are to be apply - 1
What is the current reality of distance learning administration at AL-Quds Open University in - 2
?the light of the concept of total quality management
Are there any statistically significant differences on the extent to which the university - 3
?administration of the concept of total quality management attributed to a job position
Are there any statistically significant differences on the extent to which the university - 4

? administration of the concept of total quality management attributed to education region



What are the constraints for apply total quality management to the administration of Open - 5
?Learning University

What proposals necessary for the application of total quality management at AL- Quds Open - 6
?University

What scenarios are proposed to develop distance learning administration for AI-Quds Open - 7

?University in the light of the concept of total quality management

The researcher adopted the descriptive approach, the tools used in this study are personal

interview and questionnaire, data were collected. The Personal interview was applied to (24)
academic and administrative staff Who are expertise in total quality management or holding senior
management positions at the university, the questionnaire were also distributed to all full- time
academic supervisors and the administrative officials who hold the post of chief of older and the
number subjects was (110) of all Branches of Al-Quds Open University at Gaza Strip. The
researcher used the Statistical Program (SPSS) for a statistical treatment of data. In order to respond
to the to the first sub question, the researcher analyzed the literature on the management of the
comprehensive quality and reached to the most important principles and the foundations of total
quality management to focus on the top leadership of the quality , focus on the administrative
processes ,attention to the satisfaction of the beneficiaries , and adoption of development and
continuous comprehensive improvement. The most important requirements of the application of total
quality management are: identifying a vision and clear message to the university and objectives for
the coming years to coincide with the vision and message management methodology comprehensive
quality, and the need to support and convince the management and workers to apply total quality
management, and dissemination of ideas and culture of quality to all beneficiaries and a guide
cultural knowledge about total quality management system in higher education, and to provide an
atmosphere of cooperation and teamwork among employees, and the participation of workers in
decision-making and delegation of powers, and ongoing training for all employees and adopt a self-

.censorship at work

To respond to the sub questions of(II, III, IV, V and VI )the researcher conduced a study and
:reached through the following findings

It was found through the analysis of the results of the questionnaire that the degree of study - 1



population practice of (TQM) was the relative weight (58.4). This indicates that the reality of TQM
at Al-Quds Open University-level low

Results showed that the "actions of the leadership quality management" has got the highest - 2
percentage of responses in the community study (61.8), a percentage acceptable

No statistically significant differences at the level of significance (0.05) in the degree of - 3
achieving total quality management attributable to both post and educational region

The most important impediments to the application of total quality management to distance - 4
:learning the university are

.A - A lack of skills needed to lead total quality management and centralized decision-making

B - operational plans need flexibility, and lack of financial and human resources and training

programs for the management of quality and lack of awareness of students and employees of a
.culture of quality management

.C - The absence of clear job descriptions and the lack of rules and laws regulating the work

D - The lack of clear standards and sufficient for implementation, follow-up and monitoring and
.evaluation of quality management

.E- Poor coordination between the institutions of the community and the university

Proposals necessary for the application of total quality management at Al-Quds Open - 5

University, from the point of view of supervisors and department heads academicians and
:administrators

A — Tt is necessary to convince the administrative leadership at the University of applying total

quality management and dissemination of a culture of quality awareness among workers and

. formation workshops for Quality and the use of self-assessment method

B — A strategy and operational plans are flexible implementation of the application of quality
.management

C - Identify tasks and job descriptions for each post. Develop mechanisms of action and clear-up

. process and the detection of deviations performance, analysis and modification

D - Improving the quality of services provided to the community and provide scientific disciplines
to meet its needs

E - Providing administrative services and educational and distinctive use of technological means to
communicate with students

The present study arrived to develop a proposal for the development of management education in



:the light of post-TQM concept, and this perception is divided into several axes

First axis: preparedness and configuration contains in this axis - setting goals, policies and strategies
.Awareness and clarification - to provide the enabling environment for the application - identify the

. needs of beneficiaries

Second axis: Action stages of the application process includes this axis procedures leadership,

planning, organization, implementation, monitoring and evaluation and follow-up to total quality

.management

Third axis: Achieving customer satisfaction: The achievement of this axis include local community

.satisfaction , students' satisfaction, and workers' satisfaction

Fourth axis: Development and continuous improvement and comprehensive management of

.distance education post in the light of the concept of quality management
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