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Abstract

The impact of applying the principles of total quality management on

Achieving Administrative reform at The Jordanian Customs Department
Sakhr El Kadraoui
Mut’ah University, 2022

The study aimed to identify the impacts of applying the principles of total
quality management on the implementation of administrative reform at the
Jordanian Customs Department. The descriptive-analytical approaches were
used to clarify the nature of this study, and the final study included a sample of
208 employees randomly selected. Accordingly, to achieve the study objectives,
a questionnaire comprised of (45) items was developed to measure study
variables, and its validity and reliability were verified. Appropriate statistical
tools were used that included Frequencies, Percentages, Means, Standard
deviations, Pearson correlation coefficient and Multiple Regression Analysis.
The study achieved several outcomes, of which the most
prominent were: The level of principles of total quality management that were
applied in the General Customs Department was medium, and The level of
administrative reform in the General Customs Department was moderate. And
There is a statistically significant impact on the principles of total quality
management (commitment of senior management, focus on the customer,
employee participation, continuous improvement) on the administrative reform
in the General Customs Department. There is a statistically significant impact
on the principles of total quality management in its collective and individual
dimensions (commitment of senior management, focus on the customer,
employee participation, continuous improvement) in the dimensions of
administrative reform, each separately (human resource development, service
development for Dbeneficiaries, organizational structure development,
modernization of tools and methods development of the legislative
environment).

The study reached several recommendations, the most significant of which
are: The General Customs Department must raise awareness of the quality’s
culture among the employees and Sections of the department. This awareness
must be raised among those who deal with it in various ways and methods. In
addition, senior management is obligated to provide all the requirements for the
practice of total quality management in a better way than what currently done.
Key words: Principles of Total Quality Management, Administrative
Reform , Jordan Customs Department.
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Gow, (2012), An administrative reform is a conscious, well-considered
change that is carried out in public sector organization or system.
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