IWAY jle _ (iy9 o poe
Wi - oyl F 5y90
MO NY bl s &b
Qef oV /04 2 ol gu,b

Sy Slylol 50 (6590 e b ol CatnS o o b
S ol bydl el

' 501815 J g yowze F — ol 00l5 oME Crgal ¥ — LS dwsto o ¥ — Slal b Ladllgl.)
oo SUSLINDS o b y5 o ptbo bl T iyt o1 cy9 ply oLRENS (o oty 095 o bipg S prto o liwl )
Wl Ol s ply ol (b Cont i 05,5 o g5 ot ko sy ol ) UUF 1) deog )] eitrog ] oLRENS o ety
Ol it g Pl olRLS (s Cour i 09,5 (g5 ot 1k 45550 (gl . F

odS

ol (B Glomly ST lal (s S SISl o (550500 b el SoiS Sa e L3I e (s cal 5l Ban
OS5 e Gy bl el ool 58,5 ploil e 08 5 039 (Srrad _ i £33 5| 2l i,
s e 3l Bali iy 50 5 oMbl (g 5T mez sl a5 VVT) 351 2By olamly,d il Sy S5 o]
Lo S5 5 Sl g5l 55 dslidinspy Ao sl 00 0l LT Ul 5 g, 45 0 ool Slojls (650,02 5 sl
i3l 5 3l lmosls Jlowigar 125 (sl ol (anss 825 § 3t e (b Sndy o iz ol b gagail (50,2
Sl 4T o ooliil (o sl (S 2 05031 5l GRRo% syt o LI sy sl 5 SPSS (6 Lol
TOM 5Ll (:Siboo a5 0l s gl oslil (s plogs 0931 51 (S Sy Dol o palz oS g e dylie
ol SoiS o pae slajlne (oolod  eizmen (Sl VIIVE ol (6lne Blianil g AN+l (g 2 0590 dmel> S )0
B,l8 8929 (g olins g cude Ayl y B0 lu b )3 sl Sascas i Sllol HLSS g ol pnae dBas 5l glesle (5590 40 9

Gols sleejly
.énl? St o e ol e (LSS (SN S .GsLn)'L.., S50 542

Email:m_kh85@yahoo.com SANFFAYETYA 1 ali 0 Jghmno Sutinny g3 . )



IWAY Hle ) 05leds o 590 ¢ 0))9 Cu y o0 &y il Y

Aodio
L)l Slaz doye 0 anld jpa> clp |y CutSab 093 i slp a5 wilaisl jo o lojle dél o
33 e o 405 (TQM) Hsie o il 5 & Cews T L bagylojlos dan a5 St ol J> oS s
S 50 gal> oS Co pie sl Sleas W Lax sl Il (et g Coldy 2 (p St &5 (LS
(1) Cosl oanT g oo B9 9 ol

5 9950 slacod il A Boliiwl )5 (aw jelane S5 Sla by, ) eolitul L &S (2 o Al
St jgome y2 Sy 95 (nl 010 (g Culsy als 18 jemme b oS ralidl sl eyiws jo mlie
ol o gl CoiS Sy e Bua ol S 5eke (59 slals g sy p ol malie i g We 590
b ylate glas il 51 jebian 5 LT 51 38,5 (i o 5 ol b e lajls els 51 gl alS
(B) sl p3LaiBy 5 yetns 350 B

g 5l 13 s asl el Jlasl S alolidl a5 5 asolr oleys 4 gl CuieS S o
5923 oo )5 B |y Cu ke sl o bs, 5 baylislo a5 sl goya el 85y gals CopS upyoe
09 Job o Blaal 4y wilgy go (390] g Bad Basg wesl,e ags G,b 5l g 0318 3 o0 LT o3lesb
O oyl zlasl G5 g o ol @ Ll 51 S 4 o, a5 Sloal

Ol Jleds slal 51 (S ls (alidee 5 saaite elaizl 5 (Ko )8« Sls, sl o355 5 (S S Sl
58S sl s sl § baasl y CoptS Alins ciol Sslite clo i 5 odns Jiluws il 45 allis
s 50 (Kol by slacls (i3 0 05 w2 ol 4 Glsiee soaie sl 5 5L bly;
ol oS Slaal g oll & iy 5l i 3T 5 4255 ()8 sl (ogasas layglS jiin wxis
2 A el oisel o Ol sloadlie 5 oS psrhe et lp s GG 5 43 (L3500]
2 BU S plla pgas o slagasle g lajlae b coiS dlal) o] 58 5 (ol )l ( Siske couisS
A7) Wlools ploil  Molliyus g (oo ¢ lors grlaws jo Uoge) ol g 2l g Woslsiygy g ool > daoslsyg o

438y Sl )3iS el (25 5 ooz Cedlas 5 Ceblage el o Gy 5 S Suenl oy

g Wyl o asblole OS5 aasie g, « Q—l ko g ol gl I saeo e slp

1. Total Quality Management



¥ e B ol )3T bl (G S i SlyI0l 53 (59 058 b golr CudS Sy o0 BLS |

Sly &S 5bar aims oo plowl (5559 9 (S i 50 (KR lag lS ke 5 S5 slasiyael
WS o oolaiul g o 938 g o hg, 4SS ol Blasl siss

e e ol (5557 o5 08,5 20,75 |y 5 (sl st 5 45838 s aiz 3 oglasls g e
Wy (o Ay (slayglS Codbge Iy a0 b aiged Lol Ll b cds

S il Sl gm0 S (B9 Olred Caalr CuhsS Copae P oleie b Sy pe Sl o g9
CebS Cupde 0 (V) CEF 13 ipdy 3je G el 0 M)A B VAAY slale G olejle
Sowddy ek Jie p (S g odzmy (60 4 Gl g anie (neS b SudS mhaw 0 YL 518
S sl GSlal (6975 S e Sl g0k j Cenl Sl (g9, &S Jlin 5 (55K Glos cnl 3 W0
Ceolaylosle 5 S 1o sl glis 5 003l o yiien o] ol Lol sl oduzey sloolKiws |

5 6 Slles Sl (Sl s9p @ 429 2 Glojly ulise S Gl &5 Sl (nl Cddly
e dliedsn 5 )aely 5 (oyp Gk 5l kS i Slles 35l S92y clie slacdls s
odilsy (B Vb dm & Caio )3 ogh 5 9 lee (5 ks Jo 1y pl5 a5 (TOM) mol> CudS o e .l
OV) 3900 580 Jlaz 50 Fse )l plyieas 05 pel casl

W 5 e i (S pde (g Slaosed b i ye Dlegdge 4 phliicele arg alt G 5
S osse slaylil s 58 BeS s ety al b Sleas 5 sads mlio 00,5 LT 5 (Bhee jslaien,
S Gl Dgzen 2lo)5aS 10 o)l (sobj Coeal Ll 5580 4z e (58,54 5 eoliiul g jslaieds
Uieas conl (6 Sl ol a4y 05,9 aiiS oo oolain] Cy pae i sboogeds 3l balosle 2ST 5600
e roged bbb e Slegoge 4 azgl con (red 4 g 950 1 bl Jd (nl Ol sl
) o)l iz s Camnl 5138 CuaS Cy e plla ales 1 d 5 6 i

ol S St o5 i) ) 3, 055 Candy Wlyie el o SOl ol & g
10 lole slosal, wlg e oMbl ol aizman wiS lolid |) 055 sdes slocins 5 00,5 oy
2l 993 Glejle )3 (5900 (RIBN 5 galer CodsS o e pllas Rl (6l i g @alr Aelipy dass
Se ol Saten s s S, 0 63k Sl me a5 535 0 0 adllele gla s alex )

G JS 100 48 e Loy liwl s 5 S Lol il g solozml o ol golatdl o Son 5 Hgie



IWAY Hle ) 05leds o 590 ¢ 0))9 Cu y o0 &y il ¥

aaz gyl el b csl Ty G gy0nl3] e Wi (T 51 55 (B0l 3] bl S
Gt |y Gime o5 (6,500 e S s oo Slojle cnl 5o 1) x50 b ol L35 (TQM) g e
b egi 5l ol lgsnel Bizme sl £9090 (092 s g 98 00,5 B9 gl (nl (ol plnil 4
255 plodl (65 5 Dliidion (Buhou | atuls p slaslerin &)

SIS soles 5 e b lojles ke o] cgline 2 45 ol (25,55 (TQM) 11518 g5 o
V) 310 00 adign Syt Coldy iz &) jouie 45 CodsS patns Sgp 4 EAS el 5 byt
(o Copde 60y 5 Soles sl S jle Wsdi oo ()2 GRBgR (1l 0 & el CuhS Zu poe slaadie
(235 5 QWS leatails GUSL (hiel 5 olulid (gpmmacs e (50 ply (Syaelin
(S50 9 TS 9oy SLoely 5 Sk Ao (LS Sl 25 5 (6 S0l

loojy> ;o (isu il g ;518 ciS o pae LS cwy ' Glyie b 3gs Gaios 50 (VWAY) wl
2 =il g 818 CaS o pace el o aS sy Al @ " ygas 29 slglele golis
2 =25l 5518 CedS Capae Jlesl (i 0l d925 s blie dlal) pole Dl (S cn i S5 8,0
CodsS e Jlosl (rr 0,05 392 (g loline Aaily Sygn 5 Gisel Dl3e (s g (S Sy Sdgles
3 18 SeiS Su s Jloel G ) 392 (loline Al (S Sy losle o (L85 ST g 2513
ololime sl & (oy5 5 5 Giigel Sl syl g (i Sang Sdslae 5 pole Ol5s (S Sy U5 850
Ably ooy plejlu 5 pole O)lig (Gauten s U 8)l0l o 51,8 CudS g e Jlesl (5 g2
5 o9l D)lis (S ) g (Gt Sslae 50 ST kS Ca e Jlesl )1 9575 (5ol
318 3929 (s loline Syl (Garen s plejle 9 (9

Ol 8,50 (lgmezils g ole QL..as slasl slaolFays duglis” lgze b iz 3 (VYAY) layse
ez 45 sy aoe opl 47 ledeol olRasls hjgel a0 mal> CuiS Cu pe slagasls oS
39l Al b petens Sgatp s ligzeils 5 cale Sl slacl Suld)) (s 3590 eSSy e B ol
a3 (Ghjgel il )3 lgamasls 5 ele ol slal S )lie g laosls y (giie (655 el colS2l
loogd ;5 Col p3¥ lRails )3 (isel il b ogge D 9pd 4 azgi b el 485 18 ez g 50 sl

ol 2l g 05l ai8 )5 (g i by pel CudS o e amen (gl slrogads ) g 0gd i asue S92 50



o e B ol )3T bl (G S i SlyI0l 53 (59 058 b golr CudS Sy o0 BLS |

Coms kf"lc uL.ﬁ ‘-gLa.cl 9 ulj.h.\.c w)i.a e 0 OYA?) 6)3La R 05.“» LJ"‘ l) preves QS’L““;‘ r:)l.u.we
e QT S5 ges sla 5y 5 b O Ay 5 aenl olStils )5 qalz CohS Cu e Gindy &
(6 oLine 53Lis gl S kS S pie iy 3530 53 (oole o (sliel 5 ol 5,55 o 45 2558
aS ols lis bl uizad 5,08 053y olidy)l g g0l pelae Sgupe sloadlge j0 iglas pl 5 ls B4
5 9l 052 (5 lolins Alaly asler kS Ca e (Gl 990 53 OB G5,R L plase oo ARl (e
G Ot 308 S ke G55 50 (5,8l St Bl caly kS Cu e Gipdy o 45 S g
Ol 0,10 3929 (5 loline dlal,y LT Cons dils b gl CodlS Cu i B pdy S50 40 sele uL..Q slac!
dmles Caoaz dnlw (ol8l L oS e cpas sl jloline (29,5 )15 5 (6,950 i (sloadlie jo LLS
oz > OTAY) (Sen 5 (60,50 098 oo 1S (Oligzdl) s 7tiwe @ 4255 5 (29,5 IS & 31381 ()l
G525 5 Jlod (apz Ol Glaplinl Gow cn i U5 Do ()50, 5 el CoteS Co e LS
Ayl a5 o550 gl liowl Say cau s JS Ol 5o (6550 40 5 mole oS o e Jlasl (o a8l o
ol laglbawl Say ey U5 Sllol jo (6590 40 5 mele CotS o Jlasl o 0,18 3525 (5 lolins
Supie Gkl (i Sl (st Oy a5 S8k s alian gl g St plojle yo (i ]

ol 00l oamline (St i Hlesle o lei ol Jg 0)las 092 g alfan el a8 jo ael> cpaS
S glanl Jos olsul 4 ‘u“;b 5uSidle o CotS Jlae Cannd S gl ozl yo "S5 e S
a5 og 00 oolaiwl 0aSiils pl 4o S pae slas paly (o e jgliteds o] S pl ad e 1SO
olsul s, JSay caro 40 a5 1SO 9000 sl p Joo ol oS pimomn 05 yoie oS Jow (g1,
Mdm‘wjmbyﬁsw“;kw)eﬁimbw‘5|);Lbu,uj)]u.udl>)bsob\.w
o8 1 Olyie colo; b @l Joe alple 0500 55505 anl8 iy itie glrey ISO ol
" oleslw 0, Skee 5 o b g pols cuiS o pae late b og Limgi o (Yo ) Sia )l g S

e Glesle 5o aele coaS S pae sl ol Jsle g0 )5 sloan] 3 g LSS A sy ase

1. Dogus



IWAY Hle ) 05leds o 590 ¢ 0))9 Cu y o0 &y il &

S ySkes Sgrte 9o @l S S poe 2l Sl plejle Jle Co poe Zole (69 gl A plo
o e M Jle el 53 e sl hupa” plgie b 39> ko o (YooY ) sl a9 e el
6l L L plgzetils (55 )i & S om0l Jle 00l plli (Sl ol it plszeas plgils
4S5 ol (nl (59 3 b 3l i e oKl Lanma 01y (5,53 5 Al Jrar ol 4 olitws
355 ol g i g (iS5 plsieds Gl sl sl bl Gl 5 sele Sln (sl
O3l S9d oo 4B S 000l Slune (50 il gy CudeS Sy pote sladdlie I (SG &S (g i
a5 " Glolus (5590t 5o iyt Gl 5l eslial A" Slyie b oty 53 (Ve A)'SsS 5 (5399
Slesbe Gososte 9 482y (1 Sl eslaial (e &S Wae ) 4z cal 4 k2855 pll ady Lol o35l
He=al yo LSS es i ]»Jl_!" Olg—e Ly (Y- 'A)YQ)L‘:: 0,5 izd doeS 0 )ld g2y SIS Ayl
S QLS S L e 4z o a8 ol (i IS0 el 5o mie BT S0 50 lejle (55 e
boe Gl 5 )0 0 s Glos 4 il
g5 «Dledlbl Jobs e pon 1655l8 (Souzmey (o) s 35S 4 4z g b (550,00 Sl (S5b
5 O plpae 05 5o aredy)l sl 2l 5 (5)90 50 0is el Grze e odilgy (oS il
S5 0,25 o U5 iy (a5 55 1 35 5 530538 505 5 s IS (5550 55 b
) WS ety ColB)  glis o 1y lesle
50 Nl ge Sladl mlie dxwgs ooy |y aplesle ;o YU ShS 4 s cco pae oo uam slos jsbaws
Slils 57 Gilete 5 oloile Cupae CuhiS S5 2 e Jelse 59y 2 ey Dk 3l dno
b awslio jo olal 5o Gladl 5505 ys0me LaSld &5 il ol I (Sl lidos el a8pdy 50
Ol 5851 e 5r90 e Oliee dine 3 oudpdlel slajlol el (ol Lewl 358 3 g dilaie (sla)gS
aly e aly doyo YO Sy e oo plis el as,o YO sgas AYPF Jlo a4 cees VWP Jle o
el (g o (b Wbl (S 0 gy90,40 Ol bl een Aol o a5 Jl s ol

1. Patterson Woody Cook
2. Gerdhart



v e B ol )3T bl (G S i SlyI0l 53 (59 058 b golr CudS Sy o0 BLS |

SEriolmb 3l gl Gace s Slsl o (gy505e b gelr CodS Cupse i) pwyp 4 sl

Sl Ay

G0 gy
Gy bl dmelr ol ad S oLl Sl S jgon g 03 (Sad | heosi €55 5] Gl 0
Oygmoan 4 Ceul (BB olonl, S pliwl Sace 5 Sllal g JS 8 )lel (LS g ol pae &5 5 et
lodgs il s Sl plasil o Caad Al Jlo 5 b Bl 5 01,3 5 lows «sams)
s (NES) il oas asd § L5 1o (g,k] dnale S s iged w45 sl 425 1Y dmaly ol sl
90t Aalindny 5 ol CopleS g e G5 90 1o 45T b eolitu] delitins 5l Sledbl (55l

el ilesles
Lo S51s 5 SlML] 55,5 1 45 o] sl Coned 1l Connd 95 IS ol oS oo dsliins s

P95 Cromadd sl s &) g S Mmans rhaa (Jal Sy (i ol b S0ge)] (60,8

ol pgd Cramnd L(VF) Canl gio (sl s g oas glaul 10 0T 0 U1 CuinS S e bawgs daliiunn
(5"5)5°M 00 5 )lfxdﬂ_vu Rz o ML..MM.J).: UJ‘ o M;WL}AL»)L:J.A)mj)LAAM L_}QLA&J
s 5 elidie 13 a5 Canl g i (sl dnlidin yy ol (Y cF Y OT) ol oads ool T LU 4
] A.u)f U""“" 6‘)|0 J‘g.w FLY W)
] 00 4.~.>L~J9 k5'>|)'b u‘)ds.)v@ 590582 ()2 6‘}5 o009 Q)L).:LM»‘ ‘-,’JLQ)LM: (590 582 QAL\.MM)J
ul).u.\_n 6)30)_Q)W)5_Iaa~cdad5w‘ J‘}w Yy ).oJ.o.w.cu’.ﬁLn)Lw $90 582 (\\)QJL.\JLU.,J‘ aALAM)J
doliiowy F i, basliiw n VY8 5l coles )0 basliiwy 920 5l am el 0uls (2lb (5 & s0q;
)l_o")" Sl Jdowgay jo05 (gl ol Jododiaas jo0 9 byl delivdins np WYY ciogs (a8l b hgads b oS

asile Ggin slaosls Jdoigd o0 5 (gauaiws lp o kel o eoliiwl blatwl § chiogs

1 . Federal Total Quality Management Handbook 2: Criteria and Scoring Guidelines for the
president’s Award for Qulity and Productivity Improvement, Washington Dc: office of
personal Management, 1990.



IWAY Hle ) 05leds o 590 ¢ 0))9 Cu y o0 &y il A

s ol (g Glag 993 5 ro sl (Ko oy 903 (bl Ll 5l 5 jlaged 5 ao 0 (Sl
ft3 S 0t aliodla 2t ool ol By el By SyalsS pa3l | ek sloaly lowiger 25 sl
P fobins gl b KZ (5a5l Jlaie bl 2 (5550 0 5 ol CoiesS S pote sloadlge slojad (S5
SPeVlgs s @585l sl s e a5 900 Jlo b aisl ase st e 3l by odalwnay

D o o0liinl G el LU sloygs)

G sbast g b
Olndms 5 Shcan )i g JS 8508l QLSS 5 ol pae s sa | bl Aol sao )3 Slsld 5 Slsl 3 ) Jsox
Qe e Hlas Byl 3 bl Sascas 5 ol LSS

Sl Al oo, ey 9 Slglyd ) Joua

S0y il ylel 599 3 5,101 _
s .‘s' I i Wl ": a5 58, el el
obs,bs Ol o obs,l R
"y (23 14 [23 v sl
Yoo ra/vo /oo rV/o $Iv0 Slolsd oy

Ol lol g J5 8,101 (LS g ¢yl oo @oler CodnS Co pae (U35 Glopod (SaS Ty 21598 ¥ Jgoo
Sriolrly3T el Saca §

s Plas o laslow] Byl oaSilee olass Bl oS Cunoe
" ¥ VPITYA AATAD AS i lylol g S 5yll US,LS
V4 5o 171005 ABIAY Y5 st 7 1o g S 5,100 ol yyka
" ¥4 \PIF-Y AN Y iy 5390 Aol S

u‘)lé‘ 9 Jj 3)L)‘ Q‘J.:..\_.o éAL> u_hbs u.’:‘).n)._a ‘51[_1))‘ g)_AJ wi:l_..o Al J5A_> ul_C)L!C‘ quw‘ r
5100 STas 5 80 Bl VHI00F o Juibiwl Gloul U ABIAY oy 5,50 loml ] b Sasies s
e (Brbolmlydl gl Sasca s il s U578 )lol LS qeler Sk e (2l 8508 5:Sile

Capime las)) 8ymd eSils cnlpln ool VYo iSTas 5 TR JBlas VEITVA o lasbinl Gl sl b AAAD



q e B ol )3T bl (G S i SlyI0l 53 (59 058 b golr CudS Sy o0 BLS |

Ol caS e o ggezme 10 el AMAY g AMAD L ol ol Sy ol 9 LSS 10 ael> e S
S5 Slylol g S 8,lol LSS 5 ol pae ams e las sdelcansdy gal> cuaS o pae Sl 8 e

RCNSE JPSPSPRICIT  WENPRPINC SRR SR BB B 0

3 090 dxoler 30 (6390 54 9 Zolor CadeS Cu e () (Swaod Cu p Y 9o

b o pd Sluss b )lzo 9,
&yl Yy Ol ya
[N JYYYy® Oloilw (Jle Cy oo s ppy g colos \
NET NILS &0 y2ly (53 30l Y
ooy NI 6k g yicdis Y
ofevY NIAT ny $90% oL Shigel 5 (o lwlis f
ofee) oY o ) 9 (LS, g 3lwaciles o
ofee) A b Joeloni gy 5205 9 (5 S 03I 7
ofess POV CapdtnS oy v
ofess POV CdnS gt sl A

] Hlobiro (a8 ,bogs) ¢+ 39 (SSeimmod # e Hlolixo (a8 ybgo) +/+) 30 (S0 3
M M

Sllolg J5 8508l 5o shge e b malr CodsS Cupae sloadlie poled (o T gux @l ulul

515 3929 (5 lolixe g Cudio dlayl @ﬁubub)ﬂ Ot Gy

Lady GSuca i whlol b Guscas 5 J5 6100 5o ol cadus Co oo owyp FJgue
L) gox Ay Sl ol

Yoraje. av/ve 4 ORI g o
YYOA/D. o4/ sY S 5 ol ylel &b cois

—_ — "y &

03031 &)kl

2ol CadnS oy

VWEE oo Usug gl
YOFA Do W g8 g
SVAVY z

Ni43) &,lobxe zbas




IWAY Hle ) 05leds o 590 ¢ 0))9 Cu y o0 &y il [

L U SIPERD. o Lo b a5 a3 ool uSilio Soslis 5051 llas 5 Fsaz oledlol ool
A_YCA_Q.?U‘}:GA GW‘M YR )l Lg)‘bl.’u.a c!a.m O 9 Cns] o..\.A—‘ Cawddy P= ARA Lg)‘.)l.’uus G]a»:

S, 0929 (5 loliae glas b_e)wulpub)ﬂ ol gauzan s Sllol b JS 8 Il jo mal> cotnS Cy oo

& o g S
a5 59 cn 0ablie (el Vo v shital ooliiwl 0550 Aoty 0 a5 TOM (gly (Sow by0d ST 4 az g b
el 05 g oy b 3 Sllal Jpar 4 51 5 ol il g 3 SIS 5 ol oeSiles
35kl 5 900 L8 A=INA) e i () e 5o DLl (Sl digad 90 0 )0 4 gl o0 Az g
Db s cpl )0 el 00,5 (5590 140 5 CuteS 5 Asli g (6 F0l W 9,0 Hlojle AF was e L aikls oyl
B9 S peie Jes &ym5 0,9] Cawsas jglateas TOM gl >l s 63,000 5 J>1 o 5 28 1> (55, p Sloal
Capde Jyol 55,54 5325 b ale Slin (sliael o s 4 ol @ 395 g% 50 55 (VTAT) layga
550 wgllas w55 (iagh cnl 0 (ouyp 3y5e Syl 5 5l (BT Slisl Lhjgel dnge o 1513 coaS
Byls Slsren yol> iagh gl b Gubod () A oS ol a8 5513 am s

Ao yo 30 g kS oga 0 (Jeol g e srpteln 4 Jlo Glpe i 429 pg)) » Lxil o
Sl & dbge QLS po g Sl g Jle Glpde 02 WSk 9de 0T ek Jpol sl 2] an
Ol e iy g iaclun (5,5 Sauca s Shilsl g JS 8 lsl LS ieghy cpl joandl cadol, Jgal
Olpoe Gladl slag s oy Sl 5 lajls 4 4> g5 5 mol> codS Co poe Jol Blaal 4y 4z g5 L a5 S
CodnS Sy e (b pdy A Cod bl Ls, ol a4y g aiiS sloul (55550 055l pae 5 o Ken [0 auslei o
3318 0 sl

osalin g lobae 5 Cute Al (555002 9 Olejle (e o e 12 5 Calo e LLII ow) 50
Szl )0 Sl GBS o pae g b, 45 Sl sads 5,155 (Ve 0 F) S o] «(124Y) JISCul «(1AVY)

aalgzs mol 8 CutS e ladely gl Gl Co pae Coles ey 5 o)l Glojle o curS o o



1) e B 3laml3T sl Sy S i SIyI8l 33 (659 6 302 b @oler S’ Ca proko bLS |

i b yge e ol Ol @ @ g plojles Jle o pae (552 5 Sulex py3l 45 550 s (nlpln
wimd o IS 1y lesle o1 laiy )l colpd, plojles SO 50 )l Slten Giagh cpl 50 sdeliassa
@l b rizen azmed (nl gl e Josdy Cliblre 5 Colax ST 5l o lgam 5 wimd po (35S | Ll s
ol pgy) 5 Ll o)l Slssen (VYAA) ae 5 (ATAY) ()52 5 (63,Kws «(VYAY) al Slibos
2 Gagere 3 el Gl e el CodS Cupae sl 51 (S pltear glojle Jle o poe
W0 oS bl

b odelcowsds does Ao oo i 1) (g lobine g Cudie dlayl)y (6590 0 9 (50 ]y (30,40l o bLS )
Sont yokieds 63 y8l; S,y poi) 5 Sl Blgen (VYAA) e 5 VTAY) (Sen 5 (63, K0ws s
Sy 43 02l 41 955 Ggly 55 OTAY) wl ol azgi 9590 Wil 5o (590 00 G2al31 O @ @ 9 oS
2 sien 72l 3255 3 i Gl sl oS e kS 4 S sl g (5308, iy 45
Ol Sk 4 cpl o)l Slyzaa (WWAV) sl (iagh b 559050 9 5902l 63,8000 G dlly 3929
P 58 6)90 e el SuksS S e sl o lesle (sl Saead 5 ge laslip (ngas L a5 ol
el Glojlor Blaal & oy iFusag 9 098 o0

Olesbe Olyiie 518 S92g (g bline 5 ot (Kot (S50, 5 SIS yie e LS| (o) 2 5
Slead b YIS a5 s gloasly b ol 8l gy b ie (89,0 b yiie 5 (S ym b yiden slatus g0
g leodled LU wuS oo (oD lojle a5 s (60l,81 950 b yiie aiS co <Ly lesle JBls 51
Olyreds O)5055 59 i (805559 s e 3 jehate Ghmgh (ol o (Y0) a5 Lol ) Ll imles S8
Sl 4 azgi b Nabioe (9559 )y 148> Sl e S g 2Tk ln SN Car Sy Ol
slocdls o (Salen jglaiea Juuleny Sl o (LS 5 (S Ca plpae b i LS55
2 Obyie Cold) & azgi 5 Goulen i DLl )0 (gm0 i ol (B ndy it LLI I o 055 (23559
Slidos gls b azd ol b dalss 1528 (855 50 Soso s GRIBl cse 9 358 ook Coenl 1))
Gyl g oolide (AYAR) (55,055 «(VA29) Len 5 =5 (Y- Y) Len 5 oy ((V--V) oK
9 4 Sep a5 (\WWAA) g 9 (WWAY) o[ 5 (60 ,K0ws ((VYAP) oK o gl {(VYAD)

Syl Slgren wilaiuily 3he baplesle 0B lsi 5 (5,90 e ot 3l mal3dl jo ) (g lae s it Coonl



IWAY Hle ) 05leds o 590 ¢ 0))9 Cu y o0 &y il Y

593 (5559 Ol slajls s g (g)les e 4 (G Sl g U5 8l e azxss calple
sl folino 5 oo 35 Syg0e b SIS isel 5 lolid i B e (59,5 5 1Y
55, (VoA ohen 5 Lsgare {OVYAA) e «OYAY) (Sen 5 (63,500 ol b suwlcassa
Cewgunod (65905 b 02550k Glojl L)l (e (S g (gl Gadiod i b (gogu> b g (VWAY)
=1y Olojlo 55 eselogzrsay oSt 5l (ks OUT 39l T (0 50 5 QLS (50 slajles (aloliss
Las ogd oo )0 saclal slaasjo olul coge (LS 05 59,4 5 Smlf'lls clasie 0,5 salys
ol &5 4 g Sty ol o Sleycleasd CueS g CulS Gl el il (590l oLl
3 kS 4 lies lp Sl (e OTAY) sl Gt b 398 3023 090 mable> il (55900
b oyl ogllae Conds G Sy plojle soliw slaejs> j0 GLSHIS @ (hjsel 5 lulid wleas
Sl Slaren (go90>

@S b ams ul o)ls 292y (gloline g Cude Ay (690500 b (oo L 5 OLSLE (gilwasalls
Sl g (VYAR) gie <(OVYAY) S 5 (60, 5tws oY+ 0 F) Sin )] g0 (Yo A) O)la 5,5 sla iogs
Silaasalys B L plRen Glojlu )3 (5)50 00 Olime (1B 51 (Sl g Casguen 5 Ll on (1WAY)
g Wl iluaially g ) Ken 4 St Sl QLS b nlpl ool o IS5 QLSS
2 o S oo LI Jol 950 j0 05 wale i | (6550 00 5 Sebise Slosle Slasl 4 g pliies
Aot Bgyxe o (awl ol 3l CoBS 5 slawiul (lgr 5l oolaiwl 5 (6 S eeal g Hgel Ho 0l,8l CS i &Blg
5 b uils dan 0,8 G Ll as o)ls gaog0 cpl 4y o,Lil cailodals Lis 4 jein (Ken 5 aisls Ken |, 5>
il ansly Wl e ) b e

2 Oz el (gloline 9 Cude (gyg00 b CutS Jdodiga o g g S oIl e LS o)
S50 b o Bl 5 ols soelce Camdy SIS 385 CuksS loisis 25 5 (650l ame by
2 alleb S ol 51 i Juloisas 35 5 5565055l ol 1 el b ol bty ool llas ol o
Aol )0 5 oo by jeesd (L (i e jshaiedy 00l e oy 5l Slaal b (yeme 890 S ()L

b et Suz 5o plojle Olpoe 4 G5 anlb plnil 5l codS Jlodgan o 5 ¢ pSojll 09 o0 aumlie

1. Mendonca



W e B ol )3T bl (G S i SlyI0l 53 (59 058 b golr CudS Sy o0 BLS |

Jyel 3l (S plsiedr CoeS Jelowigny 25 5 S0l Lol (alply a8 o S8 al b o] 5o S5 ya0
OLSes g (69, ws @l b 5 4l (pl 05 J18 Glnae azgi 3550 Wb el ColS Copoe ke
el sem (VFAY) al glaasil b (goga b 5 (VWAA) oies () YAY)

Gl LA aas e lis am ol el loline 5 Cate 35 50 UGS dew o bL3)|
Ol Sl Baimslis 5 wlise Gl (s p 950 Al 5o 5 Shseske Ol oS e elidieos S
Ol & azg b S psbay wyslice pald |y Gty plojle olpoe azg pgil amii 1o 5 (wldieos >
8 dmgi S50 c0id mhb )5 5 L3I olie Ll 5 bl 6lo,l ol oyl g oloss ales
Ol Aoy 9y90 cul 45 Canl 4B S Syge Gl 55, 2 eV oS Sl g oad ol ws s
L 999> B g (VYA s «(AYAY) ()80 g (60,550 gl b 5 aidly cpl oS o o2l )8 1) (5550 02
8,55 el ae (nl )0 (6,50 Sliiod 4yl @ az g b Casgenn 5 (lsen (VTAY) sl Gobow s
sl LaSoly wilgr co )0 ladow 5 in a8 (pl by el

Tl 5 oabanlone =+ [FOV jlde 5 (5550 2 b CokeS gt ool e BLI)| ()0 )0 caled 5o
Az ol o)le 592y (6 loliae g Cde (Kiod (5550 00 b CoS Sguge slodely o 0 =2/0 ) (g ol
Sagoe o3l plod 4y Bl iy (Soateny Sl 0 i g slaasly azyp o5l (T 5T S
B s OFAA) Lime <OTAY) L0 5 (00,550 gl b 5 domes 0l 5 03 anlss sty Sllsl ol 4o 53
Gge Uy St Olyes gelr SudS o e 950, Cegaad 9 OlgFies (VYAY) wl slaaidly L (o9
Az g el ool ylid ‘5.;'3)'9,01 i a3l 6 by 2ol (6l 1) 055 SUlg dayloile o pae yo
oo llinl 1 5am g o bsy st S5 il Szl 5 ogy0 (b o OIS (ABly sl
a oLl b a5 el Jool MSie S (sl oned IS @ agtd 5 aiicsd il (slaog S o Lie wgli
R R I L T B e N
b YU BunSedl s (oot 5 Culd; a5 (ligS & )l o] jetes Sgute 5 oS oanlh 05T oS
WCodsS 575 g e obml 4 Cod plosl wd o Sulem 55 0 (nl 0l wal 3 (6 ae) Sless

gl Olanonss 5 W)l o Ll ol &5 laa o )b 5| (LS slaallss 5 lacolls ales 5l aslizl



IWAY Hle ) 05leds o 590 ¢ 0))9 Cu y o0 &y il 14

Sl g Sledlbl (5 y5laaz B2y 5l a5 Sladly Gulul 1 (655 praal syt SRS & az g5 (LS, pglas
| wbs 'QB‘M Sgud 9 99590 u? 6Lbuu5) L UA.M..) ‘5.4‘) 9 ..\.)‘o..\.a" Cowdds
a5 caiS g e bl el Sasian s DL L S 8l 50 TOM co o Jles! o gl cpss (o
Ol dis 000 052 (g loline Dglas Loyl ol (Sucan i Sllal b S 8 ol yo mele coaS o o o
S99 » ‘sh-hﬁ (\\ﬂ/\’) od.ul; 9 (\\N/\Y) L.’a""’)ls L;/“.A‘ ‘(\Y‘M") )% ‘(\Y‘M‘) )y@JUa g.)LA..Jl?u l; 4.4...0)9
Loy o3y (pomed 5 Sloton galr SodeS Copde 0pdy )3 Glpde 8 g Glpde A Al
bole b, b Golite (355 039 (som) JELS 5 (o) S5 e (S S (o &Sl Jloz]
9,9l lidos o ass b as anils Jglate Ly &5 (550wl s lojle [0 cowsy el (9 4S

REA P 9 @l&o

bl e (ol el dame duw toles yxe o Slojls 55, Sl (OFAY) 3l sy -coiains] )
YRVTNF : o o oKk b slacdingy i85 0505

olw ooy o isu il g 518 coaS Copae bl cw,n J(YAY) LS joese wwl Y
YV o0 oo o oIS 1l o et yl (ol )5 Boligylly 585 (23559 slaglojls

slooje> 0 cidu il g TOM bLs )| LOFAY) s ol 31 s cGumos .bd yjooxo ol ¥
AFOVBY: o IF 8 ylas 3l pa5 oIS (oS gy pid )55 ) sloylels (g0l

5581 kS e Jpol 5 Ghisy 6650 5 B! (liee (gmaypt OFAY) imigun (g8 (5 ol .F
iyl (ol ) Al -yl 0T Gl o b O LIl 5 5wt 05 Y &L (e g5
FY-YA o o 3l olReilo: ol pad

ol CeiS Cupe (il & Cand sole Sla slasl 5 s (5,55 gy VAR 25 (5 8L 0
oSN wlb )l (ol y5 Aalplly (o UT S8l S 500 sla Fhas (0 b of Alaily 5 aegl oKy o

.A’_f‘ :ua 5%05)'



10 e B ol )3T bl (G S i SlyI0l 53 (59 058 b golr CudS Sy o0 BLS |

Aaly 5 Glpoe bawgs 2518 CodS S e Jool 65 5 Bl Glie oy p ((ITAY) 40kl ()0 7
by l5 &bl ol 0 d bailecde Lwjloe ledae sBas 51 ejloe idu il Lo
oo =Y 1o Il ol 1yl g e

AP+ EERN PV S JCICNE K SRRV () 14 9 RISUWE XVE TP BN - TR SPRDE SEN |
AFFNFY ¢ o e S ol miwo o8

SN Can i S SISl 5 6504 5 gl CoiS Cu e LU sy 1 LOFAY) oy S0 g (63 yKwd A
2SUL 289 Copae o Gluled Yo 0uSy (52, 5 Jlod capir Lol S slaple!
ol Semall o (00T AFAY oloviiwl o)l pl oMol (§y900 Al Yo luslpinn o
M e

(Ol 65l psle 5o B es slahs, (YY) adl ig5lx g (wlae (530 o 25 oy A
IAF: o aST i

UK SOV IS TR [ 3. RCH IR/ RN PO SR JORVIPI I GRS [CSC AL 4 ' D IRV VOV IR
AR

lagtinl Sas oy SIS oo (690,40 b Slojlo i Al L(VFAY) s 10«6 yoledunn 1)
AB-AF 10 FD 8yl ol o LRSS (5 p> (SR (oode Almo (18 5 (S bS]

ARils ale wla sliel o 45 o515 kS e LEady bt {OFAF) durw «yg1 A Y
YeoVA 2o ool phne S i olRRINS 1l 1 eyl (ol )5 Bl o105 s 5

Sl sy et ofails sede oo slacl Sobl e owyp -OFAY) Loyl ol comld Y
AV 2o ¢l olRRINS 131y eyl (ol )5 A0lsL L - 25153 S g e

Oalya8 g Saian s Glejle o LiSuil g mely CoaS Co e LLITLOYAN) o4 ((Sumo NF
Sl lo (Sl g arwgd) (L0359 Co e (o 5,505 (rroguw GYlio oS . g alSan

AY=AY 10 03,5 e IWAA LT Yo 998 (s 59



IWAY Hle ) 05leds o 590 ¢ 0))9 Cu y o0 &y il \§

iolpd bl [L3, 51 Lo o8 Jdes (Slejle Lld, Copae LOTYY) Rl (S N0
YA e cdo i Wl yLic!

FIO-YVF (o chogd i (3l 5« ctdg3 0,509, b o pae 5 lojles cIFVY) dozmodus ¢ souio NP

CoiS b higel slaog S e AlEaw sloc e Ay o)y (IWAB) oo Jlous ol ol 03 VY
BFFY 1o XAl (e (o390l 30 (630 )40l 3 g3y dolidiad « 2j9e]

FF Gl umad doldle Ml g0 4 bgse a6 g Ll T LOYVE) olayd ( Slwlsli A
YY ;o olodls yo

19.Bailey, D. & Bennett, J. (1996). “The realistic model of higher education”.
Quality Progress, November, pp: 77-79.

20.Foster,S.T(2007).”"Managing quality :integrating the supply chain(3"ed)
upper saddleriver”. NJ, Pearson Education. pp:139-152.

21.Fridman, A.A(2004). “Beyond mediocrity: Transformation leadership
whitin a transactional frawork”. International Jurnal of Leadership in
Education,7(3), pp:203-4.

22.Gozacan, N.B & Ziarati R.(2002). “Developing quality criteria for
application in the higher education sector in Turkey”. Total Quality
Management, Vol. 13, No. 7, pp:913-926.

23.Gitacharis,S.& John D.(2005).”I mplementation of a holistic model for
quality in higher education”. Qualiyt in Higher Education,Vol.11,No.1.pp:69-
81.

24 Kanji, GK & Tambi, A.M.A (1998). “Total quality management and higher
education in Malaysia”. Total Quality Management, Vol. 9( 4-5), pp. 130-135.

25.Maguad. Ben. A(2007). “ldentifying the needs of customers in higher
education”. Education Vol. 127, Issue 3. pp: 332-343.

26.Mergen, E. Grant, D. &Widrick Stanley M.( 2000). “Quality management
applied to higher education”. Total Quality management, Vol. 11. No 3, pp:
345-352.



W e B ol )3T bl (G S i SlyI0l 53 (59 058 b golr CudS Sy o0 BLS |

27.Munoz, M.A(1999). “Total quality management and the higher education
environment”. Impact an educational leadership theory and practice, Eric
Document Reproductions Supplied by EDRS.ED 462 880, pp: 202-218.

28.Newby. p(1999). “Culture and quality in higher education”. Higher
Education Policy. Vol.12. pp:261-275.

29.Robinson ,5(1997). “Why is TQM not a part of the community college
vocabulary?” Eric Document Reproductions, Supplied by EDRS.ED 433 899,
pp: 54-59.

30.Srikanthan G.& Dalymple J. F(2002). “Developing a holistic model for
quality in higher education”. Quality in Higher Education. Vol. 8.
No0.3.pp:215-224.

3l.Srikanthan G.& Daymple J. F(2003). “Developing a holistic model for

quality in higher education”. International Journal of Education Management.
Vol(3). pp:126-136.



