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Forward

Quality is the art of designing things in a frame of
satisfaction status.

Total Quality is everybody's responsibility towards
everybody's required Quality.

Al Tayeb
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Abstract

This research is about implementing Quality Systems in the Sudan and
the role of TQM as a comprehensive approach to improve organizational
performance.

The research began with a comprehensive background on Quality,
focusing on Total Quality Management (TQM), which is not well
understood for many people, particularly, in the Sudan. Then, it defined
TQOM as a comprehensive management approach for improving
performance, since there is a critical problem of unsatisfactory
organizational performance, which is considered as a common problem
for many organizations, particularly, in the Sudan.

The research main objectives include; an evaluation of quality systems
implementation in the Sudan with a special focus on TQM, introduction
of a comprehensive approach for enhancing organizational performance,
introduction of a comprehensive approach to define, understand, benefit
from, and differentiate TQM from other quality management systems
such as ISO 9000; and finally, to encourage organizations' managers to
adopt TQM as a strategy.

The research used the statistical, analytic, and descriptive approach to
investigate and identify the status of quality systems implementations in
the Sudan and the role of TQM in performance improvement. Relative
TQM tools and engineering software and techniques had been applied
for data collection, analysis, assessment, and to introduce the feasible
improvement efforts. Initially, a general survey on a hundred Sudanese
organizations was conducted. That was followed by an interview with
each leader or quality manager of such organization. Then, two detailed
case studies were also considered; the National Electric Corporation
(NEC), and Azza Air Transport Company, respectively. And that was
followed by questionnaire.

This research consists of five chapters. The first is an introductory
chapter that describes the research framework. The second comprised a
review of the literature and studies on Quality systems and Total Quality
Management (TQM). The third chapter introduced the methodology,

iv
where actual data had been collected for detailed analysis and



assessment of quality systems related to the two targeted organizations.
The fourth chapter contained the analysis and discussion of results,
where assessment and improvement for those systems were considered.
Finally, the fifth chapter showed the conclusion and recommendations;
where the appendixes are attached at the end of it.

The research came out with certain results. The most important of these
is that the implementation of quality systems in the Sudan is weak but
increasing chronically, there is no TQM system implemented yet, the
majority of the implemented quality systems are 1SO9000 Quality
Management Systems (QMS) with ineffective implementation.
Accordingly, the research ended up by giving 12 recommendations for
achieving high quality organizational performance.
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Product Result of a process.

Process Set of interrelated or interacting activities which transforms
inputs into outputs.

Quality Degree to which a set of inherent characteristics fulfils

requirements.

Quality planning

Part of quality management focused on setting quality objectives
and specifying necessary.

Quiality control

Part of quality management focused on fulfilling quality
requirements.

Quality Part of quality management focused on providing confidence that
assurance quality requirements will be fulfilled.

Quality Part of quality management focused on increasing the ability to
improvement fulfill quality requirements.

Quiality policy Overall intentions and direction of an organization related to

quality as formally expressed by top management.

Quality objective

Something sought, or aimed for, related to quality.

management Coordinated activities to direct and control an organization.
Top Person or group of people who directs and controls an
management organization at the highest level.
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Need or expectation that is stated, generally implied or
obligatory.

Grade Category or rank given to different quality requirements for
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Customer Customer's perception of the degree to which the customer's

satisfaction requirements have been fulfilled.
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Term Definition

System Set of interrelated or interacting elements.

Management | System to establish policy and objectives and to achieve those
system objectives.

Quality Management system to direct and control an organization with regard
management | to quality.

system

Effectiveness

Extent to which planned activities are realized and planned results
achieved.

Efficiency

Relationship between the result achieved and the resources used.

Organization

Group of people and facilities with an arrangement of responsibilities,
authorities and relationships

Organizational

Arrangement of responsibilities, authorities and relationships between

structure people.

Infrastructure | (Organization) system of facilities, equipment and services needed for
the operation of an organization.

Work Set of conditions under which work is performed.

environment

Customer Organization or person that receives a product.

Supplier Organization or person that provides a product.

Conformity Fulfillment of a requirement.

Nonconformity

Non-fulfillment of a requirement.

Defect

Non-fulfillment of a requirement related to an intended or specified
use.

Preventive Action to eliminate the cause of a potential nonconformity or other

action undesirable potential situation.

Corrective Action to eliminate the cause of a detected nonconformity or other

action undesirable situation.

Competence | (audit) demonstrated personal attributes and demonstrated ability to
apply knowledge and skills.

Review Activity undertaken to determine the suitability, adequacy and
effectiveness of the subject matter to achieve established objectives.

Audit Systematic, independent and documented process for obtaining audit

evidence and evaluating it objectively to determine the extent to
which audit criteria are fulfilled.

Audit criteria

Set of policies, procedures or requirements.
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